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ABSTRACT 
 
“Give a man a fish, feed him for a day,  
teach him to fish and feed him for a lifetime”  
(Rosa, 2005:22) 
 
To enable a business to grow and to uplift the economic and social 
development of its employees, it is vital that skills are provided to individuals.  
Businesses today strive to retain employees, as their skills learnt, prove to be a 
valuable asset that takes years to replace.  For this reason, all means available 
are utilised to retain employees in the workplace.   
 
The term coaching is a relatively newcomer to the world of business and is seen 
to take a holistic view of the individual and focuses on work, corporate values, 
personal needs and career development.   
 
The main objective of this study was to identify coaching strategies that can be 
implemented by organisations in order to ensure the retention and development 
of employees.  Businesses have to rely on employees to help them achieve 
financial growth, outperform their competitors, produce innovative products and 
to achieve long-term goals.  These tasks would be impossible to achieve if the 
interests of employees were neglected. 
 
It was established from the literature survey that the coaching style of 
leadership involved more than simply training managers in coaching skills.  
A whole new coaching culture needed to be implemented in businesses in order 
to bring about change.  Coachees rely on effective coachers to provide 
guidance and to demonstrate the skills needed.  Based on various models in 
the literature survey a coaching model was formulated. 
 
The empirical survey was conducted at five selected companies in the 
Buffalo City Municipal area.  A theoretical model for organisational coaching 
was developed and tested by means of a questionnaire.  It emerged that 
employees at lower levels had not been involved in any form of coaching.  
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It was also evident that many employees welcomed the introduction of coaching 
within their business. 
 
Lastly, research findings were assessed and the theoretical model for 
organisational coaching was developed.  This led to recommendations being 
made on how to implement a coaching culture and establishing effective 
coaching strategies within organisations. 
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CHAPTER 1 
 
INTRODUCTION, PROBLEM STATEMENT AND OUTLINE 
OF RESEARCH PROJECT 
 
1.1 INTRODUCTION AND BACKGROUND 
 
 Coaching is the latest buzzword in the world of personal growth and 
development.  Yet the word “coach” comes from “Kocs”, a village in 
Hungary where high quality carriages were constructed.  In the 19th 
century English university students started to use this word for slang for 
tutors as they felt they were carried through their academic career in a 
carriage driven by their tutor (Wilson, 2004:96). 
 
Individual employees in South African organisations come from all 
backgrounds, communities and diverse cultures.  However, there is 
strength within diversity, which if managed systematically and properly 
could lead to empowerment in general (Schultz, Bagraim, Potgieter, 
Viedge & Werner, 2003:141). 
 
 The question that needs to be asked is what strategies can be used to 
unlock human potential on the job by fashioning a work environment that 
is most conducive to helping employees strive to attain their personal 
best.  Nigro (2003:59) maintains that coaching and mentoring can play a 
major role in achieving these objectives. 
 
 Du Toit (2005:11) has observed that the rapid growth in coaching styles 
has led to inadequate training, resulting in a failure to deliver on the 
expectations of those they attempt to coach.  This can be attributed to 
the limited formal and credible training available to coaches.  Research 
suggests that there are powerful benefits to both the individual and the 
organisation in employing coaching as a performance development tool. 
 
 The researcher has aimed to establish methods in which coaching 
strategies can be effectively implemented within organisations. 
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1.2 PROBLEM STATEMENT 
 
 Against the background of these challenges and organisations efforts to 
survive in a highly competitive environment, the main research problem 
arose as : 
 
 What strategies can organisations use to ensure effective coaching 
of employees? 
 
1.3 SUB-PROBLEMS 
 
 The following subproblems were identified. 
  
 Sub-problem 1 
 
 What coaching strategies are revealed in the relevant literature that will 
assist organisations to develop individuals? 
 
 Sub-problem 2 
 
 What coaching strategies are currently used by organisations to facilitate 
the development of individuals? 
 
 Sub-problem 3 
 
 How can results obtained from the resolution of sub-problems 1 and 2 
above be combined into a set of strategies, which can be used by 
organisations to effectively coach employees? 
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1.4 DEFINITIONS OF SELECTED CONCEPTS 
 
1.4.1 Strategies 
 
 According to Thomson and Strickland (1999:2) a strategy is a game plan 
used by management for positioning the company in its chosen market 
arena.  A strategy is used to satisfy customer needs and to find ways in 
which to compete successfully.   
 
 Wagner and Hollenbek (1995:213) maintain that a strategy is a plan of 
action that provides direction for the organisation’s goals to be achieved 
and sets out the resources and activities required to achieve them. 
 
1.4.2 Organisations 
 
 Ivancevich and Matteson (1996:695) maintain that organisations are 
institutions that make it possible for society to pursue objectives that 
could not be obtained by individuals acting alone. 
 
1.4.3 Coaching 
 
 Nigro (2003:271) believes that coaching can be defined as a managerial 
methodology that seeks to maximise employee performance by 
empowering individuals who in turn make use of their unique talents and 
abilities.  Coaching is based on consistent and honest communication 
between coaches and employees, is solution oriented and strives to find 
positive outcomes to any and all situations relating to the job and job 
performance. 
 
1.4.4 Employees  
 
 Employees are people who are employed by organisations and form part 
of their valuable resources.  An organisations’ success in improving 
quality and performance depends increasingly on the skills and 
motivation of its employees (Russell & Taylor III, 2003:756). 
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1.5 DELIMITATION OF THE RESEARCH 
 
 For the research structure to be manageable, the research was 
delineated as follows. 
 
1.5.1 Target population 
 
 The study was focused at different levels of employees in the 
organisation.  Questionnaires were distributed to Buffalo City 
Municipality, Johnson and Johnson, Mondipak, Human Resource 
Consultants, Lear Automotive Interiors and Venture Otto South Africa. 
 
1.5.2 Geographical demarcation 
 
 The empirical component of this study was limited to the Buffalo City 
Municipal area.  The municipal boundaries include East London and 
King Williams Town. 
 
1.6 OBJECTIVES OF THE RESEARCH 
 
 The purpose of this study was to develop strategies for coaching 
employees in the workplace.  More specifically the objectives of the study 
was to : 
 
• First objective 
 
 To analyse the different coaching strategies used by 
organisations; 
 
• Second objective 
 
To analyse ways in which people can equip themselves with the 
tools, knowledge and opportunities they need to develop 
themselves and become more effective;  and 
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• Third objective 
 
Suggest ways in which coaching can assist individuals to 
empower themselves. 
 
1.7 SIGNIFICANCE OF THE RESEARCH 
 
 Coaching needs to be seen as a tool used to help employees develop 
and adapt to a changing environment.  Used effectively, coaching helps 
lessen the impact of change and maximises the opportunities for growth 
(Thorpe & Clifford, 2003:7). 
 
 Coaching in the workplace empowers employees and provides them with 
skills and confidence.  It enables employees to use those skills for the 
benefit of the customers, the company and themselves (Bagshaw, 
1997:166). 
 
 The benefits of coaching include less reliance on key individuals, more 
motivated staff, more confident individuals who respond resourcefully to 
situations and staff who remain with a company, because they feel 
valued (Starr, 2004:9). 
 
 The objective of the research was to establish effective coaching 
strategies that can be used by organisations for their benefit. 
 
1.8 LITERATURE REVIEW 
 
 Coaching has a long history that dates back to Socrates.  Edwards 
(2003:298) states that Socrates believed that people learn best when 
they take personal responsibility for their outcome.  The purpose of this 
approach is for the coachee to have a personal experience, allowing for 
the learning to be retained. 
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Traditionally managers used to design and allocate work, monitor and 
control tasks, but played little role in the reengineering of the 
environment.  Managers today have to be entrepreneurs, possess strong 
interpersonal skills, act as mentors and enhance the long-term career 
development of their employees.  This is a different role from the one 
most managers have traditionally played (Hammer & Champy, 1997:77). 
 
Coaching can be used within organisations and environments where it is 
not generally possible to take whole groups of staff away for off-the-job 
training.  It can also be used to address once-off needs as they arise.  
The organisation can benefit by getting performance-related 
development in a cost effective and flexible manner.  The benefits to the 
individual are practical and realistic, enabling employees to achieve their 
full potential and work on areas in where weaknesses are experienced 
(Thorpe & Clifford, 2003:12). 
 
 It is important to recognise, as Starr (2004:9) points out, that coaching 
encourages employees to be less reliant on key individuals and allows 
employees to become more motivated.  This leads to individuals gaining 
confidence and responding resourcefully to situations.  Employees are 
more likely retained by companies, because they feel valued. 
 
 The shadow side of coaching is the risk that empowered employees will 
think in terms of advancing their own careers with little reference to the 
needs of the company.  Bagshaw (1997:166) argues that this can be 
eliminated by the alignment of coaching, where personal goals are 
aligned to the organisations objectives. 
 
 South Africa has a diverse workforce and by utilising effective tools like 
coaching, it can increase its organisational effectiveness, lift morale, 
bring greater access to new segments of the marketplace, enhance 
productivity and increase managers’ power bases. 
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1.9 RESEARCH METHODOLOGY 
 
 The following procedure was adopted to deal with the main and sub-
problems.   
 
1.9.1 The research method adopted 
 
 A qualitative research method was followed in this study. 
 
1.9.2 Literature study 
 
 The information gained from the literature study was used to determine 
various approaches to coaching and identified which coaching strategies 
are effective within organisations.  
 
1.9.3 Empirical study 
 
 Sources of information were obtained from primary and secondary data. 
 
• Primary data 
 
This was in the form of : 
 
Postal questionnaire : This method was used to survey the staff 
within Buffalo City Municipality, Venture Otto South Africa, 
Mondipak, Human Resource Consultants, Lear Automotive 
Interiors and Johnson and Johnson.  This established the different 
coaching methods being used within these companies and their 
effectiveness.  This method was preferred as it is reasonably 
inexpensive to use within a large sample size (Collis & Hussey, 
2003:175). 
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• Secondary data 
 
This was in the form of : 
 
- books; 
- articles in journals and magazines; 
- newspapers; 
- electronic databases;  and 
- the internet. 
 
• Measuring instrument 
The researcher developed a comprehensive questionnaire for this 
research project.  This was used to determine the effective 
coaching strategies that can be used by organisations.   
 
• Sample 
The target population in this study was large and therefore could 
not be covered in its entirety.  Stratified sampling was used; the 
strata included senior managers, middle managers, clerical workers 
and general workers.  Stratified sampling ensures that each 
identified strata of the population was taken into account and 
prevents the population from being under or over represented 
(Collis & Hussey, 2003:157). 
 
1.9.4 Development of a model 
 
The results of the literature survey and the empirical survey were 
integrated to develop a model to determine the most effective means of 
undertaking coaching within organisations. 
 
1.10 ASSUMPTIONS MADE 
 
 Most of the literature on coaching has been written by international 
authors (not South African).  It was thus necessary to assume that the 
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relevant research literature would also be applicable to South African 
organisations. 
 
1.11 STRUCTURE OF DISSERTATION 
 
 The format of the dissertation is as follows. 
 
1.11.1 Chapter 1 : Introduction, problem statement and outline of research 
project 
 
This chapter serves as an introduction and orientation to the study.  
The scope and objectives of the research project are also formulated in 
this chapter.  It further comments on the secondary and primary sources 
related to the dissertation.   
 
1.11.2 Chapter 2 : Coaching strategies 
 
Chapter two describes the literature study conducted into coaching 
strategies.  Relevant issues such as the need for a coaching culture, 
approaches to coaching, essential qualities for coaches and various 
models for addressing coaching in organisations were studied. 
 
This was followed by the development of a theoretical coaching model 
for organisational coaching. 
 
1.11.3 Chapter 3 : Research design and methodology 
 
This chapter addresses the research methodology employed and 
highlights the process followed in undertaking the research in the 
investigation of the problem.  The biographical details of the respondents 
are also analysed in this chapter. 
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1.11.4 Chapter 4 : Analysis and interpretation of results 
 
In chapter four the research findings are presented and analysed. 
 
1.11.5 Chapter 5 : Summary, conclusions and recommendations 
 
The research findings are discussed and recommendations are made. 
 
The dissertation is finally concluded with a list of references and 
annexures. 
 
1.12 CONCLUDING REMARKS 
 
 In this chapter the main problem and sub-problems were addressed.  
The key concepts and assumptions were identified, together with a 
discussion on the significance of the topic.  This was followed by the 
research approach that was followed.  In the next chapter a literature 
study on coaching strategies will be presented. 
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CHAPTER 2 
 
COACHING STRATEGIES 
 
2.1 INTRODUCTION 
 
 The main aim of this chapter is to survey the literature on coaching.  
Various coaching strategies will be identified which will be used to 
develop a model that can be used by organisations for organisational 
coaching. 
 
This chapter will also consider the important role of coaches and their 
ability to learn about employees strengths and identify opportunities for 
improvements, by providing the experience and advice needed to 
achieve goals.   
 
Before considering the differences between coaching and mentoring and 
the need for a coaching culture in organisations, it is necessary to firstly 
define coaching. 
 
2.2 WHAT IS COACHING? 
 
 Coaching as a developmental process is seen as a management tool 
used in businesses today.  It is an open-ended process, which analyses 
the present situation, sets performance goals and implements a plan for 
obtaining the goal (King & Eaton, 1999:145). 
 
 Phillips (1996:29) points out that for many years coaching was not an 
acknowledged tool of management.  Society has become more 
increasingly empowered and has gained a greater understanding of how 
people learn.  This has resulted in the benefits of coaching being more 
widely known and accepted.  Coaching has established itself alongside 
related activities, namely mentoring and counselling, as a key 
developmental technique. 
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 Edwards (2003:298) adds that coaching delivers results when a 
relationship, which is based on mutual respect, is established between 
the coach and coachee.  Coaching is seen as a highly personalised one-
to-one personal development programme focussing on possibilities and 
potential.  It involves facilitating learning rather than teaching and 
enables coachees to unlock their potential and maximise their 
performance. 
 
 Moore (2005:13) further points out that in corporate South Africa 
coaching has only recently been discovered, but is still largely dealt with 
at arm’s length.  This is a result of the South African culture. Seeking 
help at a leadership level is still regarded as a sign of vulnerability or 
weakness.  Top executives cannot look like they do not know what they 
are doing.  However, coaching is slowly being introduced into 
organisations as they realise that it is aimed at improving and developing 
potential.  It is aimed at finding balance and assisting people to cope with 
change, new situations and unleashing potential. 
 
 Berry (2003:50) states there is often much confusion as to whether 
coaching and mentoring are synonymous or whether coaching is one of 
the activities of mentoring.  It is therefore necessary to clarify the 
differences between coaching and mentoring. 
 
2.3 COACHING VERSUS MENTORING 
 
 Swanepoel, Erasmus, Van Wyk and Schenk (2003:469) describe 
coaching as a way in which experienced managers can guide the actions 
of less experiences managers to assist them in developing.  Coaching is 
also seen as a means of providing immediate feedback on performance. 
 
 Whereas, (Arnold 2001) as cited by Swanepoel, et al., (2003:415) 
stresses that a mentoring relationship impacts on the mentee’s career 
success, increased performance in the workplace, higher income, 
greater satisfaction and early career advancement. 
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 Edwards (2003:299) maintains that the difference between coaching and 
mentoring is that mentoring gives advice and teaches, while coaching 
aids in the learning process.  Both coaching and mentoring are important 
in the workplace and both give quite subtle, but yet vital differences in the 
outcomes achieved. 
 
 Mullins (1999) as further cited by Berry (2003:52) summarises the 
similarities and differences between coaching and mentoring as follows : 
 
 Coaching 
 
• Makes use of deductive (drawing it out) techniques; 
• The coach is not required to be an expert on the topic.  A bit of an 
understanding of the topic does help, but can sometimes be a 
problem; 
• The individual is the one who primarily benefits from a coaching 
relationship; 
• Measuring of the coaching session takes place in minutes; 
• Coaching can take place at anytime; 
• Sessions are generally informal, but can be formal;  and 
• A working relationship between coach and coachee helps. 
 
Mentoring 
 
• Makes use of inductive (pushing it out) and deductive (pulling it out) 
techniques; 
• The mentor is an expert on the subject; 
• The organisation is the one who primarily benefits from a mentoring 
relationship; 
• Measuring of the mentoring session takes place in months; 
• Must be available on a regular basis; 
• Sessions are generally formal, but can take place informally;  and 
• Respect for the mentor is important together with a sound 
relationship. 
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Having discussed the differences between coaching and mentoring, it is 
necessary to consider the need for a coaching culture. 
 
2.4 THE NEED FOR AN ORGANISATIONAL COACHING CULTURE 
  
 An organisational coaching culture is defined by Clutterbuck and 
Megginson (2005:19) as being a predominant style of managing and 
working together and where a parallel commitment is formed with its 
people to grow the organisation. 
 
Redshaw (2000:106) maintains that this can be achieved by building and 
maintaining a climate where coaching is regarded as important, where 
everyone understands what coaching is, as well as encouraging 
managers to coach regularly and effectively as part of their normal 
management role. 
 
Phillips (1996:29) points out that effective coaches are those who are 
prepared to share their own successes and failures, as well as provide 
clear performance expectations and feedback.  Prior to coaching 
beginning, managers need to reflect and analyse exactly what it is they 
do and why they want to become successful.  Self examination helps 
managers to learn a great deal about themselves and the way they 
manage. 
 
Nigro (2003:103) believes goal setting forms an important tenant of 
coaching as not only do employees need to work with goals, but so does 
the coach need to be guided by them.  Goals that are set need to be 
realistic and reachable, as well as aggressive and bold, but always 
attainable.  Nigro (2003:104) further emphasises that constant innovation 
plays a key role in the company’s ability to succeed.  This is achieved 
through employee innovation at all levels of the company.  Coaching 
invites employee innovation by both respecting employees and 
challenging them to find ways to perform their jobs better and more 
efficiently. 
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It was found by Nigro (2003:176) that companies that fully implemented 
coaching as a managerial art are the ones that are changing their 
colours.  A cultural overhaul in operations means that the old way of 
doing things like planning, decision-making, problem solving, rewards 
and promotions are supplemented with a fresh new way of running the 
whole show. 
 
2.4.1 The benefits of coaching 
 
Why is coaching important?  Parker (2006:1) and 
(www.salesdevelopmentsolutions.co.uk, 2006) found that coaching is 
beneficial to the employee and the organisation, by allowing the 
employee to learn to manage time, further their leadership position, 
provide self-motivation, career planning and decision-making.  This in 
turn builds more purposeful relationships and provides a path for creating 
outcomes and enhancing the overall performance. 
 
 Lucas (1994:5) argues that coaching can be used in the workplace for 
the following reasons : 
 
• The company can reduce costs and turnover.  It is found that 
disgruntled employees can create havoc in the office environment, 
prior to their resignation. Their behaviour can cause severe 
morale and productivity problems.  This behaviour could have 
been prevented if coaching was present in the workplace; 
• Improved quantity and quality of work through the enhancement of 
employees knowledge, skills and attitudes, leads to an 
improvement in the overall effectiveness within the department; 
• Quick change and turn-arounds can take place more effectively; 
• Employee growth can be enhanced with the continuous supply of 
information, latest technology and role modelling.  Supervisors 
can provide a valuable resource for employees; 
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• Interpersonal relationships in the team can have a positive impact 
on performance; 
• Focussed communication leads to less misunderstandings and 
misinterpretations; 
• Increased team attitudes, co-operation and teamwork; 
• Greater empowerment and increased level of respect in the 
workplace; 
• Increased inter-cultural understanding by working together; 
• Increased levels of creativity and innovation applied to solution 
finding; 
• Problem-solving ability of individual employees improves with the 
help received from their supervisors;  
• Problem-solving becomes more solution-focused rather than 
problem-focused; 
• Less disciplinary hearings occur; 
• Greater return on knowledge and information learning captured;  
and 
• Greater chance of goals being attained with supervisors providing 
regular feedback to employees, thus allowing them a chance to 
grow. 
 
Du Toit (2005:11) has found that executives rate coaching as one of the 
most valuable and effective means of solving issues, as areas of concern 
can be discussed with others and opportunities for growth can be 
explored. 
 
Coaching can also result in significant personal growth in managers and 
they are able to establish more effective relationships with their direct 
reports.  This has led to significant personal growth and enhanced 
effectiveness of many of the staff members reporting to managers.  
The coaching programme is seen as creating a foundation for improving 
staff performance through empowerment (Minty & Bennett, 2005:3). 
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Coaching is also found to provide individuals with an opportunity to 
become aware of their blind spots, those aspects of themselves or their 
behaviour that are not visible to themselves, but which are visible to 
others.  As these individuals become more aware of their blind spots, it 
opens up to a whole new horizon of possibilities for action (Bowerman & 
Collins, 1999:291). 
 
Another aspect is career development, which is a personal journey 
unique to each employee.  It is not the role of a coach to make career 
decisions for others.  However, a coach’s job is to cultivate and maintain 
a learning environment to enhance career development (Nigro, 
2003:106). 
 
2.4.2 Factors that hamper coaching taking place 
 
 Employees require additional training and coaching to improve their 
skills. Repeated mistakes need to be prevented with corrective action 
and continuous coaching.  The symptoms of common workplace 
problems include employee incompetence, performance dips, boredom 
and failure to delegate responsibilities.  Teaching new skills to 
employees in an incremental manner can prevent these problems from 
occurring.  Crash courses usually do not work as it can be seen like 
cramming for an exam the night before.  One of the greatest challenges 
for coaches is to teach employees who are utterly lacking in people skills, 
the knowledge of how to behave in a professional manner on the job. 
(Nigro, 2003:76).   
 
Bowerman and Collins (1999:291) established that individuals only 
believe that coaching should take place when they have a problem.  
Sometimes a supervisor may see coaching as a mechanism for problem 
employees to work on their problems.  However, this deters employees 
from participating as they feel they do not have any particular problem 
that requires a coaching relationship to resolve.  Coaching needs to be 
seen as a way of dealing with possibilities that have not yet been defined 
or foreseen and finding a solution.   
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Minty and Bennett (2005:5) further point out that coaching is time 
consuming.  Managers often lack the skills to coach effectively and they 
do not have a sufficiently structured approach.  Several management 
initiated coaching programmes fail as management forgets to gather 
information.  Employees also feel that they are being observed, 
analysed, checked up on and evaluated. The resistance by employees to 
this manner of observing is regarded as one of the major obstacles to 
effective performance coaching (Brightman & Moran, 2001:249). 
 
Moore (2005:13) is of the belief that South Africa has a strong patriarchal 
tradition, which prizes individuals’ abilities to deal with their own 
problems.  This has made it difficult for people to acknowledge their 
weakness or a need for outside intervention.  Another problem identified 
is that companies do not want to pay for what they view as ‘soft’ skills as 
much as ‘hard’ skills. 
 
Having considered the need for a coaching culture as a predominant 
style of managing and working together, together with the benefits of 
coaching and the factors that hamper coaching taking place, it is 
necessary to consider the approaches to coaching.  There are many 
factors that impact on coaching taking place effectively and efficiently. 
 
2.5 APPROACHES TO COACHING 
 
Peterson and Hicks (1996:18) maintain that it is the responsibility of the 
coach to implement approaches to coaching.  This involves building 
insight and motivation to allow the coachees to focus their energy on 
goals that matter.  Coaches cannot motivate coachees directly.  
However, achieving commitment to development inspires the coachees 
who further understand themselves and the personal payback from 
working toward organisational objectives.  
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2.5.1 Office environment 
 
Coaching is known to take place in the office environment, with coaching 
sessions generally taking between 30 – 45 minutes a week.  During that 
time the coach needs to check on employees to determine what they 
have done, since they last spoke and recommend steps that need to be 
taken next (Harvard Management Update, 1999:3). 
 
Parker (2006:1) suggests that a coach needs to commit to a coaching 
programme for a minimum of three to six months.  As the benefits of 
coaching build over time and for the coach to make the experience 
valuable, a shorter period is not recommended. 
 
 Training is often confused as a form of coaching, but King and Eaton 
(1999:145) and Martin (2005:4) describe training as a means to align 
people to the organisational goals with regard to motivation and 
knowledge.  Coaching, on the other hand, is typically carried out on a 
one-to-one basis and aimed at investing in people and their performance 
in order to do their best. 
 
Phillips (1996:29) asserts that the only way for people to learn the 
necessary skills is through working with an experienced coach who can 
help extract the general principles and issues, which cause specific 
incidents.  On-the-job coaching allows for instant feedback regarding 
their performance; this reinforces success and assists learners to quickly 
correct any mistakes.  This method is seen to accelerate the whole 
learning and performance improvement process. 
 
 Eales-White (2002:172) analysed the way that people learn the 
necessary skills through memory retention over a long period of time 
(refer table 2.1). 
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TABLE 2.1 
 
MEMORY RETENTION OF EMPLOYEES 
 
 3 weeks 
% 
3 months 
% 
Told 70 10 
Shown 72 32 
Experience 85 65 
Review 87 77 
 
Source :  Eales-White (2002:172) 
 
 From the table it can be seen that a high percentage of the information 
told, shown, experienced and reviewed over a three-week period is 
remembered.  However, over the three-month period the information that 
was told and shown was almost forgotten.  On the other hand, the 
employees’ ability to experience and review tasks lead to a greater 
retention of knowledge.  This table indicates that coaching methods can 
prove to be successful. 
 
2.5.2 Practical sessions 
 
 Redshaw (2000:106) maintains that the best way to transfer coaching 
skills is to follow a simple principal of not “teach” coaching, but rather to 
coach it.  Workshops on development activities intended to develop 
coaches need to be designed in a manner that follows and demonstrates 
coaching principals, allowing participants to learn for themselves by 
being exposed to realistic practical sessions, preferably role plays.  
The coach should play a minimal role in the background. 
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2.5.3 Diversity management 
 
 Nigro (2003:201) believes that coaches can make use of tools and   
techniques, which are tailor-made to deal with employees as unique 
individuals with unique temperaments and talents.  Coaches can be 
equipped to meet the needs of a diverse workforce where distinct female, 
minority, ethnic and cultural groups are concerned by avoiding the one-
size fits all approach of traditional managing.  It is best not to 
condescend to diversity by giving special privileges based on gender, 
race or ethnicity. 
 
 In the workplace the coach must adopt a zero tolerance policy toward off-
colour humour, abusive language and exclusionary practices of any of 
their employees.  A strict policy needs to be put in place and enforced to 
ensure a better working environment (Nigro, 2003:201). 
 
2.5.4 Coachee development 
 
Teams accept responsibility when asked to find their own solutions using 
the coaching techniques, proving the process to be more effective and 
enjoyable (Wilson, 2004:96). 
 
Coaching provides learners with a sense of ownership and a feeling of 
managing their own development (Phillips, 1996:29). 
 
All employees regardless of their personalities need to produce results 
and be held solely accountable for their performances, attitudes and 
behaviours.  Non-performance within the workplace needs to be 
addressed and employees need to be given the necessary feedback.  
The delivering of negative feedback to employees by the coach is a 
sensitive issue and it is best to look at the overall picture of their 
performance and readily acknowledge the positive aspects as well as the 
negative aspects of their performance.  This enables employees to view 
the negative feedback as an opportunity for improvement (Nigro, 
2003:95). 
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 Hawkins (2003:285) argues that the key to solutions at work may lie 
outside the work environment.  Past successes, interests and hobbies 
are a rich source for mimicking what works.  When people begin to 
realise how much they have already achieved, morale improves, 
motivation increases and their minds become aware of new possibilities 
and potentials, not only for them, but also for the organisation. 
 
Berry (2005:1) suggests that coaches use advanced skills of listening, 
questioning and reflection to establish effective conversation and 
experiences for the employee. 
 
Nigro (2003:66) cautions that pep talks need to be kept to thirty minutes 
or less as people’s span of attention wanes.  Most people generally 
remember more from short talks.  Giving positive feedback is advisable 
rather than praise and steering of criticism as beating around the bush is 
regarded as bad coaching.  The best time to provide feedback is when 
the coach is calm.  Allowing for time to unwind and think things through 
may prevent a heated argument.   
 
Managers who perform a task, which someone else could do, miss the 
opportunity to develop and coach their staff.  Instead managers need to 
deliberately select someone who cannot do the task.  Thus, empower the 
learner with the necessary skills and confidence to carry out the task 
(Phillips, 1996:29).   
 
 Having considered the different approaches to coaching taking place in 
the workplace, it is necessary to consider the essential qualities for 
coaches.  The organisation relies on the coaches’ knowledge, skills and 
their character, which can have a definite impact on the success or 
failure of the coaching programme. 
 
2.6  ESSENTIAL QUALITIES FOR COACHES 
 
 Scott (2005:20) is of the belief that effective leadership is essential for 
the growth and development of a team and an organisation.  
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The coaching relationship must be based on trust, mutual honesty and 
openness in order to succeed. 
  
Bowerman and Collins (1999:291) feel that over time coaches become 
more skilled at intercommunications including listening, questioning, and 
sharing, thus allowing the client the opportunity to talk in confidence to 
another about issues of importance.   
 
Edwards (2003:298) argues that great coaches will make use of their 
experience to facilitate and accelerate individual learning and 
dramatically increase the personal effectiveness of coachees.  The core 
skill as a coach is to determine which questions to ask and when to ask 
them. 
 
What follows is a brief discussion on the essential qualities a coach 
needs namely, mental and interpersonal skills, establishing a relationship 
between coach and coachee, building trust, individual development, 
being flexible and dealing with negative attitudes. 
 
2.6.1 Mental and interpersonal skills 
 
Phillips (1996:29) sets out the core skills of coaching into two categories 
namely mental and interpersonal skills.  Firstly the mental skills include 
observation and analysis, and the ability to structure the coaching 
process for the learner in question.  Secondly the key interpersonal skills 
include questioning, listening, giving and receiving feedback, 
communicating and motivating. 
 
2.6.2 Relationship between the coach and the coachee 
 
 Phillips (1996:29) cautions that a coach must not be judgemental about a 
learner having the right or wrong values as they could damage their 
success.  Good coaches must also maintain their own personal integrity 
by acting in accordance with their own values.  It is advisable for a coach 
to gain additional insights into the learner, as this will assist them in 
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assessing the learner’s motivation and personal goals in the learning 
process.  Suitable learners need to be selected for a particular 
experience and their concerns and anxieties need to be adhered to. 
 
Phillips (1994:19) maintains that coaches must want to coach in order to 
be successful, be prepared to share their own successes and failures, 
provide clear performance expectations and feedback and in turn ask for 
feedback on their own performance. 
 
 Hawkins (2003:285) notes that previous situations may not be the same 
as the current situation as the focus may not be on poor communication 
or lack of leadership, it may indeed be something else.  Coaches need to 
pay great attention to the coachee and need to keep a sharp focus, thus 
ensuring the coachee of their value.  This can result in a strong 
relationship forming quickly, as the coachee realises the coach is 
genuinely interested in their needs. 
 
 Coaches who adopt the beginners mind of seeing every situation as if 
the first time, set themselves free to explore all possibilities and are often 
able to see solutions to a problem that those within the organisation have 
been blind to (Hawkins, 2003:285). 
 
 (Phillips, 1996:29) highlights that the quality of the relationship between 
the coach and learner is important.  A learner may feel inferior to the 
coach, either because the coach is their manager or as a result of the 
coaches’ perceived expertise.  A good relationship can be built over time 
through trust. 
 
2.6.3 Trust 
 
Peterson and Hicks (1996:18) believe that trust forms the heart of 
coaching.  A coach’s actions or words often intentionally or 
unintentionally undermine the capacity of the coachee to trust the coach.  
Trust is part of a developing component of a learning relationship and 
requires the coach’s attention at all times.  A vital element of trust is 
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commitment and this cannot be mandated or demanded.  It must be 
elicited.  If there is no real commitment found, then there will be no real 
trust and the relationship will flounder. 
 
Peterson and Hicks (1996:18) stipulate that it is important for coaches to 
build trust and understanding with coachees, as this builds a relationship.  
People who trust the coach are more willing to hear and act on what is 
being said.  By gaining insight into understanding, the coach and 
coachee will know what matters to each other.  
 
2.6.4 Individual development 
 
Nigro (2003:127) cautions that an important aspect of hiring a person is 
often ignored.  The first interview should be a time where the coach can 
begin regular and effective communication with potential new employees.  
Coaches need to look for important traits in the employees, which show 
that they have creativity and ideas of their own on how to be more 
efficient in doing their jobs. 
 
 Nigro (2003:111) believes that coaches are often confronted with 
employees who have perceptions of their talents and abilities that do not 
agree with reality.  An important part of the coach’s job is to reallocate 
people to jobs that they are capable of doing, not just what they think 
they can do. 
 
Peterson and Hicks (1996:18) state that by building stamina and 
discipline in the work place ensures that learning lasts on the job.  
A coachee needs daily nurturing to alleviate old habits and to put new 
behaviours in place.  It is the role of coaches to help coachees to persist 
until their new behaviours become natural.  
 
2.6.5 Flexibility 
 
Phillips (1996:29) maintains that a key success factor of coaching is 
flexibility, which gives the coach a range of options rather than a single 
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solution or answer.  No two situations are similar and a coach needs to 
adapt from one approach to another as the situation demands.   
 
2.6.6 Ability to eliminate negative attitudes / behaviours 
 
Nigro (2003:139) points out that coaches need to identify employee 
attitudes as this is carried down into their physical actions.  Negative 
attitudes need to be prevented in order to eliminate negative behaviour in 
the workplace.  Coaches need to encourage employees to concentrate 
solely on doing their jobs and leaving the attitude outside the work 
environs.   
 
2.7 VARIOUS MODELS FOR ADDRESSING COACHING IN 
ORGANISATIONS 
  
 Various models on coaching will be discussed and are used in the 
development of the model presented in this study.  The theoretical model 
for coaching formed the basis for the design of the survey questionnaire.  
This established the extent to which organisations agree or disagree that 
the model can assist in implementing a formal coaching plan. 
 
 This section will cover firstly the definition and concept of a model, 
secondly various coaching models are discussed and thirdly, a 
theoretical model for organisational coaching is presented. 
 
2.7.1 A model 
 
 Mouton (2001:176) defines model-building studies as “studies aimed at 
developing new models and theories to explain particular phenomena”. 
 
Mouton (2001:176) further states “a model is a set of statements that 
aims to represent a phenomenon or set of phenomena as accurately as 
possible”. 
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Emory and Cooper (1991:93) as cited by Berry (2003:137) argue that a 
model is “a representation of a phenomenon which a researcher wishes 
to explain or study.  A model differs from theory in that it only represents 
something; it does not in itself explain the phenomenon”. 
 
 Various models addressing coaching will now be discussed. 
 
2.7.2 Minty and Bennett’s Model 
 
Minty and Bennett (2005:3) formulated a coaching model, which 
addresses coaching as a leadership style and means of equipping 
managers to become expert coaches.  The model (refer Figure 2.1) 
which consists of four phases and was used for a coaching programme 
at Holcim (South Africa) over a two-year period, with the same four 
phases being used each year.   
 
FIGURE 2.1  
 
CONCEPTUAL FRAMEWORK 
 
PHASE 1 :  UNDERSTANDING  
  COACHING 
PHASE 2 :  CONTRACTING FOR 
  COACHING 
• Workshop 
 
 
 
• Managers 
 
• Parallel 
coaching 
- what coaching is and how 
it will take place? 
- identify staff performance 
and development issues 
- carry out employee 
effectiveness profile 
- evaluate results and 
identify potential 
candidates 
• Workshop 
• Managers 
 
• Parallel  
    coaching 
- components of the 
coaching process 
- establish coaching 
contracts with 
subordinates 
- receive coaching skills 
PHASE 3 :  INITIATION AND 
  CONTINUATION OF  
  COACHING PROCESS 
PHASE 4 :  PROGRESS REVIEW AND 
  SKILLS REINFORCEMENT 
• Workshop 
• Managers 
• Parallel 
coaching 
- staff coaching, case 
studies, role-plays, 
models, coaching skills 
- coaching plan 
- review coaching plan and 
how its progressing 
• Workshop 
 
 
• General 
Manager 
• Parallel 
coaching 
- presentation by managers 
on what was learnt from 
coaching exercise 
- commented on 
presentation 
- assess outcome of 
employee effectiveness 
profile against objectives 
 
Source : Minty and Bennett (2005:3) 
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Minty and Bennett (2005:3) started each phase with a workshop to 
provide theory and skills practice.  The next step was to carry out an 
assignment designed to transfer learning and skills into the work 
environment through a parallel coaching process.  The external coaches 
coached the managers, who in turn coached their subordinates.  
The objective of this approach was to provide support for and to reinforce 
new coaching abilities. 
 
 During the first year, consultants met with the managers on a monthly 
basis.  In the second year, parallel coaching took place every second 
month.  This allowed managers to put in place measures and to take full 
responsibility for coaching at the end of the period.  
The general manager decided that effective coaching would be linked to 
the company’s performance management system.  This meant that the 
manager’s performance as an effective coach would be formally 
measured at the end of each year and linked to a key performance 
indicator, which determined each manager’s performance bonus. 
 
 The different phases of the conceptual framework model will be 
discussed in more detail below : 
 
• Phase 1 – understanding coaching 
 
 A workshop was used to start the coaching process and introduced the 
concept of coaching and explained how coaching would take place.  
The group identified staff performance and development issues that 
needed to be addressed.  The items established were used as a focus 
and content for future workshops.  After the workshop each manager 
carried out an employee effectiveness profile with subordinates to 
determine the effectiveness of members of staff.  This reflected their 
level of performance and their potential to develop.  It was seen as a 
means of forming a basis of a development discussion between 
managers and their subordinates.   
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Managers then evaluated the results of the employee effectiveness 
profile, to determine if coaching could be used by any of their 
subordinates.  Coaching would be used to not only improve performance, 
but also used to offer new challenges to star performers who had the 
potential to develop. 
 
• Phase 2 – contracting for coaching 
 
 A workshop was held to examine the components of the coaching 
process and to set out the manager’s new role as a career mentor and 
his or her ability to coach directly with subordinates.  This would involve 
moving away from regular training courses of groups to individually 
tailored coaching approaches, enhanced with other developmental 
actions.   
 
 Managers were required to review development plans with subordinates 
after the workshop and to establish coaching contracts for the following 
year.  The parallel coaching process involved each manager being 
coached with the skills needed to carry out the coaching. 
 
• Phase 3 – initiation and continuation of the coaching process 
 
 The third workshop dealt with the process of staff coaching, this involved 
the core coaching skills, case studies, role-plays and models.  
An extensive set of coaching tools was explained to the managers as 
well as how they would help stimulate self-reflection and awareness of 
those being coached. 
 
 The assignment for managers after the workshop was to prepare a 
coaching plan for their first coaching session with each of their 
subordinates.  The parallel coaching session with managers involved 
reviewing their coaching plans and how they were progressing.  
Problem areas were highlighted and possible solutions were discussed. 
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• Phase 4 – progress review and skills reinforcement 
 
 The final phase involved a workshop with all managers.  Each manager 
gave a presentation on what they learnt from the coaching exercise.   
 
The general manager was present and commented on each 
presentation.  Items that were addressed included the following : 
 
• Most successful or rewarding experiences as coaches; 
• Their most challenging or frustrating experiences as coaches; 
• Their most significant personal learning;  and 
• The most important benefits of coaching for their staff. 
  
The workshop also addressed some additional coaching skills as well as 
the importance of the use of certain key coaching competencies.  At the 
end of the workshop, managers were asked to reassess the 
effectiveness of their subordinates, using the employee effectiveness 
profile gathered at the start of the intervention. 
 
2.7.3 Clutterbuck and Megginson’s Model 
 
Clutterbuck and Megginson (2005:54) have developed a seven-step 
Achieve Coaching Model. A brief description of the seven steps will be 
presented. 
 
• Step 1 : Assess current situation 
 
It is important to obtain an overview of the client’s current circumstances 
before focusing on the chosen area in which coaching needs to take 
place.  The most critical coaching skills at this stage include rapport 
building, the use of open-ended questions and active listening.  Open-
ended questions are used as they require the client to answer with more 
than a simple yes or no. The purpose of this is to help clients to begin to 
explore their current situation, which leads to different ways of thinking 
about it and ultimately to the self-generation of solutions. 
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• Step 2 : Creative brainstorming of alternative options to a 
client’s current situation 
 
Often the client feels trapped as if there are no alternatives or keeps 
circling around the same issue without being able to generate new 
options for behaving differently. Open questions at this stage allow the 
client to open up and/or view the problem from an entirely different 
perspective.   
 
A simple question could really stimulate the client to think in a different 
way. Simple questions have the power to invite open brainstorming at 
this stage. It is best to continue the rapport building and gradually ease 
into a new approach once the client is following the movements and 
language of the coach. 
 
• Step 3 : Hone goals 
 
Sometimes clients know exactly what they want, however others require 
more help in formulating the goal they wish to achieve from the coaching.  
Goals formulated in the right way need to conform to the principles of 
SMART goal setting namely:  
 
S - specific; 
M - measurable; 
A - attainable; 
R - realistic;  and 
T - time-bound and tangible. 
 
It is the role of the coach to asked penetrating questions about the goal 
to ensure that it has real relevance to the client rather than just being a 
restatement of organisational goals or a socially expected goal.  A small 
series of questions at this stage can be used to build a real picture of 
how the goal will appear.  By giving the client the experience of really 
sensing the goal, the coach is giving the client the opportunity of testing 
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what they want.  This also allows them a benchmark to measure their 
progress against as they work towards the goal. 
 
• Step 4 : Initiate options 
 
This is an important stage where it is best that the clients generate their 
own options. Long pauses or a period of silent reflection may in fact be 
the most productive for generating fresh ideas and new ways of thinking 
about an issue.  It is best that options come from the client, as a coach 
can only help to shape options, ask questions to encourage the 
development of options, push for more options but they do have to come 
from the client.  This results in genuine commitment for action and 
proves critical for client learning.  
 
• Step 5 : Evaluate options 
 
It is best for the client to evaluate the options in terms of short and long-
term costs and benefits.  Another alternative is to get the client to write 
things down as a list and then come back to them several days later with 
a fresh eye before determining, which options were most appropriate.   
 
• Step 6 : Valid action programme design 
 
This step is critical to a successful outcome of the coaching partnership. 
Coaches work with simple tables where they integrate all action items. 
It is the job of the coach to ask precise questions about how the client will 
know when they have achieved each action – this provides key 
performance indicators, which are again self-generated.  
 
• Step 7 : Encourage momentum 
 
Finally, the role of the coach is to maintain contact with the client to 
provide motivation and demonstrate belief in the client. The coach 
continues to encourage action that leads to the desired outcomes, 
motivates the client when the going gets tough, challenges when 
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complacency sets in and demonstrates belief in the client. In this way the 
relationship is ongoing and the client knows that they have a partner who 
is solely dedicated to helping them achieve their goals'. 
 
2.7.4 Lucas’s model 
 
Lucas (1994:20) developed the Coaching Process Model (CPM) to assist 
coaches to teach, advice, encourage, criticise and solve problems.  
Coachers are encouraged to grow and develop, keep up with changes, 
perform better, which enables the business to succeed. 
 
FIGURE 2.2 
 
LUCAS’S MODEL 
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Below is a brief description of the eight phases of Lucas’s model. 
 
Lucas (1994:20) suggests that coaches should use this model when 
setting up a coaching programme.  Feedback forms a crucial part of the 
coach-coachee interaction in each phase. 
 
• Phase 1 : Establish goals 
 
Goals set must be reasonably measurable (time, quality and quantity), 
together with a specific date for completion. 
 
• Phase 2 : Collect performance data 
 
The coach needs to study the on-the-job performance of employees’ and 
to gather all available data from surveys, reports, questionnaires and 
interviews.  The large amount of data helps ensure a more thorough 
analysis of performance. 
 
• Phase 3 : Analyze information gathered 
 
The information gathered needs to be reviewed by the coach, to 
establish whether the coachee is meeting or exceeding expectations. 
 
• Phase 4 : Review and modify performance goals 
 
This is to be undertaken where necessary and includes scheduling 
meetings and getting the coachee in to discuss performance goals. 
 
• Phase 5 : Identify development resources 
 
The coachee is given reference material, encouraged to attend courses / 
seminars and is given access to information necessary to carry out the 
task. 
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• Phase 6 : Develop an action plan 
 
Coachee meets with the coach to establish an action plan.  The action 
plan needs to be practical. 
 
• Phase 7 : Implement strategies 
 
Strategies need to be implemented to ensure the action plan succeeds; 
this will include the necessary tools and information to carry out the 
action plan. 
 
• Phase 8 : Evaluate performance 
 
Performance needs to be reviewed and where goals have not been met, 
some of the phases need to be repeated. 
 
2.7.5 Berry’s model 
 
 Berry (2005:1) has formulated a model for coaching, making use of an 
easy conversational style, which is presented below. 
 
• Purpose phase 
 
At the beginning of a coaching session it is important to firstly define the 
purpose of the coaching.  The time available to carry out the coaching 
plan and the objectives to be achieved.  Establishing a good relationship 
and determining of goals is more important at the beginning, than the 
coaching process. 
 
• Objectives phase 
 
The setting of objectives is important, together with the long-term goals 
to be achieved.  Throughout the coaching process it is the role of the 
coach to ensure that the progress is maintained towards the final result.  
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The coach needs to communicate with the employee what they are trying 
to achieve, how realistic is it and when do they foresee their goals to be 
achieve by. 
 
• Progress phase 
 
The coach needs to determine what progress is taking place, by asking 
employees what has been achieved so far.  This will include the result 
achieved, obstacles in the way and alternative paths to be considered. 
 
• Empowering phase 
 
Empowering places responsibility for the performance on the individual.  
The coach still remains responsible for the overall results and the 
performance of the team.  The relationship between the coach and 
coachee must be based on trust, thus empowering the coachee to find 
their own unique way.  This forms the cornerstone of coaching. 
 
• Reviewing phase 
 
It is the duty of the coach to monitor the progress and to determine if the 
coachee is meeting the objectives set out.  The coach needs to question 
what has happened, if it is in line with what was required and what could 
have been done differently. 
 
• Fulfilment phase 
 
The final phase of Berry’s model is the fulfilment phase, which is reached 
after the goals have been achieved.   
 
In the following section a theoretical model for organisational coaching, 
which has been formulated from the literature previously discussed in 
this chapter is presented. 
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2.8 PRESENTATION OF A THEORETICAL COACHING MODEL FOR 
ORGANISATIONAL COACHING 
 
The purpose of this section is to present a theoretical model for 
organisational coaching, which is based on the various models discussed 
earlier in this chapter.  The model is designed to be utilised by 
organisations to establish a coaching programme. 
 
The seven-phase theoretical coaching model is presented in Figure 2.3, 
together with a comprehensive discussion of the model.  This model 
forms the basis for the research study to develop a theoretical coaching 
model. 
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FIGURE 2.3 
 
THEORETICAL MODEL FOR ORGANISATIONAL COACHING 
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PHASE 1 : DEFINE THE COACHING PLAN 
 
In Section 2.7.4 : Phase 1, it was established that for the coaching plan 
to succeed measurable goals have to be set.  Once the goals have been 
determined the cost and duration of the coaching plan can be calculated.  
During the initial planning stage the estimated resources required are 
specified. 
 
Senior management also need to be involved from the onset in the 
coaching plan, together with the employees.  The objectives of the 
coaching plan and strategies used to achieve the goals, need to be 
communicated to all involved (refer to Section 2.7.2 : Phase 1). 
 
PHASE 2 : OBTAIN INFORMATION ON THE ORGANISATION / 
COACHEE 
 
It is the role of the coach to gather information about the coachee and 
the organisation.  Section 2.7.4 : Phase 1, suggests that the coach carry 
out an on-the-job performance study and obtain information from 
interviewing the coachee, surveys, reports, questionnaires and personal 
observation.   
 
In Section 2.7.5 : Purpose Phase, emphasises the importance of 
determining the organisation’s current goals and aligning the objectives 
with the coaching plan. 
 
Managers are also required to carry out an employee effectiveness 
profile with subordinates to determine their effectiveness, level of 
performance and potential for development (refer to Section 2.7.2 : 
Phase 1). 
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PHASE 3 : ANALYSE INFORMATION GATHERED 
 
In Section 2.7.4 : Phase 3, the coach analyses the information gathered 
from the employee effectiveness profile, reports and personal 
observation. 
 
In Section 2.7.2 : Phase 1, it is the role of the coach to determine 
whether the coachee meets expectations and if any developmental 
needs can be identified.  The information gathered reflects the coachee’s 
weaknesses and strengths.  The weaknesses of the coachee are 
shortlisted.  Repeat mistakes can be prevented with corrective action and 
continuous coaching (refer to Section 2.4.2). 
 
PHASE 4 : COACH / COACHEE MEET 
 
It is the role of the coach to introduce the coachee to the concept of 
coaching and to explain how coaching takes place (refer to Section 2.7.2 
: Phase 1). 
 
This also involves communicating with the coachee on objectives to be 
achieved (refer to Section 2.7.5 : Objective Phase). 
 
In Section 2.7.2 : Phase 1 the coach evaluates the results of the 
employee effectiveness profile with the coachee.  Following this the 
coach needs to determine if coaching can be used by any of the 
coachees. 
 
The delivering of negative feedback to employees by the coach is a 
sensitive issue and it is best to look at the overall picture of their 
performance and readily acknowledge the positive aspects as well as the 
negative aspects of their performance.  This enables coachees to view 
the negative feedback as an opportunity for improvement (refer to 
Section 2.5.4). 
 
Coaching is a way of providing coachees with an opportunity to identify 
their blind spots (refer to Section 2.4.1) and once the coachee 
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acknowledges there is a problem, this area can be worked on through 
forming a coaching relationship. 
 
The setting of objectives by the coach (discussed in Section 2.7.5 : 
Objectives Phase) is communicated to the coachee as well as when the 
goals are to be achieved by. 
 
PHASE 5 : IMPLEMENT COACHING PLAN 
 
Coaching sessions should be between 30 – 45 minutes per week.  
During this time the coach needs to check on employees to determine 
what progress they have achieved and recommend steps that can be 
taken next (refer to Section 2.5.1). 
 
It is found that the benefits of coaching are built over time (refer to 
Section 2.5.1) and this results in a minimum coaching period being 
between three to six months. 
 
Coaching is carried out on a one-to-one basis and aimed at investing in 
people and their performance in order to do their best (refer to Section 
2.5.1). 
 
In Section 2.7.4 : Phase 5 and 6, the coachee is equipped with the 
necessary skills.  This includes attending courses, being provided with 
the necessary information and practically carrying out the task. 
 
PHASE 6 : MONITOR AND REVIEW PERFORMANCE 
 
Coachees require daily nurturing to alleviate old habits and to put new 
behaviours in place.  It is the role of the coach to assist coachees to 
persist until their new behaviours become natural (refer to Section 2.6.4). 
 
The progress is monitored until the final result is achieved.  The coach 
needs to communicate with the coachee what they are trying to achieve, 
how realist it is and when they foresee their goals to be achieved by 
(refer to Section 2.7.5 : Objectives Phase). 
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The coach has the responsibility for monitoring the progress of the 
coachee and to determine if measurable standards have been achieved.  
Goals not being achieved require specific and immediate feedback and 
Phase 4 and 5 of the theoretical coaching model (figure 2.3) have to be 
repeated (refer to Section 2.7.6 : Reviewing Phase). 
 
PHASE 7 : TERMINATION OF CONTRACT 
 
Managers are asked at the completion of a coaching relationship to 
reassess the effectiveness of their subordinates, using the employee 
effectiveness profile discussed in the beginning to determine if goals 
have been achieved (refer to Section 2.7.2 : Phase 4). 
 
2.9 CONCLUDING REMARKS 
 
 In this chapter coaching in organisations was discussed, together with 
the need for a coaching culture in organisations.  This included the 
different approaches to coaching and the essential qualities for coaches. 
 
Many of the traditional qualities, skills and characteristics of a successful 
manager do not fit comfortably with the profile of an effective coach.  
Traditionally managers used to find it difficult to listen to employees, 
enjoyed solving problems alone, being in control, known as an expert 
and highly competitive.  For this reason successful managers today, 
need to reverse this stereotype to make coaching work for their 
employees and their organisations. 
 
Individuals facing change are more likely to regard it in a positive light if 
the change can be associated with learning and enhance their own 
personal development. 
 
Coaching helps employees become proactive, capable of learning almost 
any experience that is encountered.  Confidence then grows and 
problems faced become mere challenges. Change becomes easier to 
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handle, because the skills needed to make it happen are more readily 
acquired. 
 
The organisation’s benefits of effective coaching are found to be 
enormous.  When good coaching is widespread, the whole organisation 
can learn new things more quickly, and therefore can adapt to change 
more effectively. 
 
 Coaching is not a quick solution to short term objectives, but over the 
long term it can have a positive impact on performance results. 
 
 The literature on the various aspects of the coaching models (discussed 
above) formed the basis for developing a theoretical seven-phase 
coaching model.  The models resolves the first sub-problem of this study 
(found in chapter one), namely how and to what extent current coaching 
programmes are being used to equip employees within organisations.   
 
 The second sub-problem (found in chapter one), namely what has the 
literature review revealed about effective coaching strategies, was 
resolved by undertaking a survey questionnaire using the seven-phase 
coaching model depicted in Figure 2.3.  The questionnaire and the 
research design for the study are described in detail in chapter three. 
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CHAPTER 3 
 
RESEARCH DESIGN AND METHODOLOGY 
 
3.1 INTRODUCTION 
 
 In chapter two a literature survey was conducted to identify the need for 
an organisational coaching culture to be established, together with the 
different approaches to coaching and the essential qualities for coaches.  
This was followed by the development of a theoretical model for 
effectively implementing a coaching programme.  The theoretical model 
developed was used as the basis for this research study. 
 
 The purpose of this chapter is to describe the research methodology that 
was used during the study, as well as to analyse the biographical details 
of the respondents in tabular and chart form. 
 
3.2 RESEARCH DESIGN 
 
 The research method is a strategy of inquiry which moves from the 
underlying philosophical assumptions to research design and data 
collection.  The choice of research method influences the way in which 
the researcher collects data.  Specific research methods also imply 
different skills, assumptions and research practices (Myers, 1997:5). 
 
 Vogt (1993) as quoted by Collis and Hussey (2003:113) define research 
design as a “science (and art) of planning procedures for conducting 
studies so as to get the most valid findings”.  Research design provides a 
detailed plan used to guide and focus research. 
 
 Collis and Hussey (2003:2) have found that the purpose of research can 
be summarised as follows : 
 
• To review existing knowledge; 
• To undertake a study of an existing situation or problem; 
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• To suggest solutions to a problem; 
• To formulate a new procedure or system; 
• To provide new knowledge;  and 
• Or a combination of any of the above listed.  
 
Conti (2003:1) defines research as a process by which new knowledge is 
created.  He concludes that in the social sciences specifically in the area 
of education, most research can be classified into two paradigms, 
namely qualitative and quantitative research. 
 
Quantitative reflects the traditional scientific approach to problem solving.  
It assumes that there is a single reality that can be broken down into 
variables.  The purpose of this type of research is to test the hypotheses 
that have been developed before the research project is started.  
The emphasis is upon measurement, comparison and objectivity.  
In contrast, qualitative research is based upon assumption that multiple 
realities exist in people’s perception of the world.  The emphasis in this 
approach is upon description, uncovering patterns of data, giving voice to 
the participants and maintaining flexibility as the research project 
develops (Conti, 2003:1). 
 
The researcher has chosen to follow a qualitative approach as the data 
collected from the questionnaire will be compared with the theory found 
in chapter two. 
 
3.2.1 Data collection 
 
There are various means of collecting data, depending on the particular 
methodology that will yield the most appropriate information.  Birley and 
Moreland (1998:40) stress that the researcher should decide the method 
that will be used to collect data before a research proposal is written.  
This allows for a clear focus of the research design to be used.   
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Leedy (2001:111) maintains that it is essential that the researchers ask 
themselves what kind of data will be required to resolve the problem, its 
location, how to access it, as well as how it will be interpreted. 
 
Birely and Moreland (1998:40) concur that the data-collecting instrument 
should be both valid and reliable.  Validity means that the data collected 
should be relevant to the research problem and reliability relates to the 
extent to which a test will yield consistent results if applied more than 
once to the same individuals under the same conditions. 
 
In this study, data was gathered in two ways : firstly, through desktop 
research.  A literature study was done by making use of the library, 
internet and journal sources.  Secondly, a self-completion questionnaire 
was compiled with the aim of empirically collecting data from employees 
at five selected companies in the Buffalo City Municipal area.  
Each questionnaire was accompanied by a covering letter that explained 
clearly what the respondent was required to do.  (See Annexure one for 
the covering letter). 
 
3.3 QUESTIONNAIRE DESIGN 
 
Wegner (2001:17) explains that it is important to ensure that the correct 
research questions are addressed.  This ensures that precise and 
suitable data is collected for statistical analysis. 
 
Wegner (2001:18) identifies the following criteria that should be 
considered when designing a questionnaire : 
 
• It should include only those questions that contribute to the 
research objectives; 
• Ambiguous and leading questions should be avoided.  Research 
needs to be specific and technical jargon must be avoided; 
• Fixed alternative questions should be used wherever possible; 
• Open-ended questions should be used sparingly, as they are 
difficult to analyse; 
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• Questions should follow a logical sequence; 
• A questionnaire should always be piloted before embarking on a 
full survey.  In this way, weaknesses can be identified and 
corrected in time;  and 
• The target population’s ability to understand and respond 
adequately to the questionnaire should be considered when 
wording the questions. 
 
The questionnaire that was designed for this study was constructed after 
considering the information obtained from the literature study and the 
various models on coaching.  The questionnaire consisted of two 
sections, Section B related to the seven-phase coaching model and 
Section A dealt with the biographical information.  The researcher 
decided to use predominately close-ended questions with a five-point 
scale.  Two open-ended questions were found at the end of Section B, 
thus allowing the respondent an opportunity to add to the contents of the 
model being tested. 
 
The respondents were asked to mark with a cross (x) statements that 
were applicable to them.  The statements were short.  Simple, plain 
language was used.  Respondents were guided through the various 
sections of the questionnaire by a short statement that briefly explained 
what the respondent were required to do in each section.  (Refer 
Annexure two for the research questionnaire). 
 
3.4 PILOT STUDY 
 
According to Birley and Moreland (1998:42) a pilot study is an initial 
investigation using any intended data collection instrument to “check the 
authenticity and relevance of the data produced.”  Leedy (2001:116) 
points out that although this may be time-consuming initially, it does save 
time ultimately.  A pilot study ensures that the researcher does not waste 
time unnecessarily.  It highlights the strengths and weaknesses of the 
approaches utilized in an attempt to solve the main research problem.  
It is seen as a means of exposing the loopholes and enables the 
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researcher to take corrective measures in good time.  A brief pilot study 
is an excellent way to determine the feasibility of the study (Leedy, 
2001:116). 
 
Saunders, Lewis and Thornhill (1997:306) caution against skipping a 
pilot test.  Without a trial run the researcher has no way of knowing 
whether the questionnaire will succeed or not.  A pilot test includes 
asking an expert to comment on the suitability of the questions, as well 
as commenting on the structure of the questionnaire.  This allows the 
researcher to ascertain validity of the question content so that 
amendments, if any, can be done before pilot testing with a group 
representing the target population. 
 
In this study a pilot study was conducted using five colleagues at Buffalo 
City Municipality.  The sample chosen was similar to the target 
population, with three colleagues from senior management and two 
colleagues who were junior employees.  The main problem highlighted 
from the pilot study was that there was no clarity on the meaning of 
coaching.  This was dealt with by adding a brief description to the 
questionnaire covering letter of what coaching is and how it can be used.   
 
3.5 SAMPLE POPULATION 
 
Wegner (2001:168) acknowledges that it is not always feasible to collect 
data on every possible observation in the population.  In this case, a 
sample of the population was used.  The results of the analysis were 
subsequently generalized to the entire population. 
 
Saunders, et al., (1997:152) point out that sampling is cheaper and 
saves time.  Gathering data from fewer sources enables the researcher 
to collect more detailed information.  The sample should be large enough 
to provide meaningful data that is not too time consuming to collect.  The 
larger the sample size, the less the margin of error when generalizing 
regarding the entire population.  Saunders, et al., (1997:152) further 
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acknowledge that the final sample size is “a matter of judgement, rather 
than calculation.” 
 
The target population in this study was large and therefore could not be 
covered in its entirety.  This necessitated that the researcher select a 
sample that was representative of the target population.  The target 
population included all employees in the workplace.  A cluster sample 
was undertaken by selecting a sample in a particular geographical area, 
and only targeting office employees.  The total sample size was 122.  
A representation of respondents interviewed is tabulated in Table 3.1.   
 
3.6 RESPONSE RATE 
 
From the representative sample of 122 respondents, 100 responses 
were received, making it a response rate of 82 per cent.  The responses 
that were not received constituted only 18 per cent of the sample.  
The overall response rate is depicted in Table 3.1. 
 
TABLE 3.1 
 
OVERALL RESPONSE RATE 
 
RESPONSES RESPONSE FREQUENCY PERCENTAGE 
Attained responses 100 82% 
Outstanding 
responses 
22 18% 
TOTAL 122 100% 
 
Source :  Results obtained from overall analysis of survey  
  responses 
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CHART 3.1 
 
RESPONSES ACCORDING TO TOTAL RESPONSE RATE 
 
Response according to total response rate
18%
82%
Outstanding responses
Attained responses
 
 
Source :  Table 3.1 converted to a Pie Chart 
 
 The questionnaire was compiled, tested and sent out on 23 June 2006.  
Respondents were requested to return the questionnaires by the 
14 July 2006.   
 
 A total of 60 questionnaires were distributed at Buffalo City Municipality. 
A further 60 questionnaires were distributed to Lear Automotive Interiors, 
Mondipak, Johnson and Johnson and Venture Otto South Africa (15 to 
each organisation).  Two human resource consultants were also 
requested to participate in the study. 
 
 The highest response rate came from Buffalo City Municipality with 
53 per cent of the responses.  This can possibly be attributed to the fact 
that the researcher is employed by the Municipality.  Mondipak and the 
human resource consultants had the highest response rate of 15 
(100 per cent) and two (100 per cent) respectfully, followed by Venture 
Otto South Africa with a total of 12 (80 per cent) responses.  Johnson 
and Johnson returned 10 (67 per cent) of the questionnaires and Lear 
Automotive Interiors only returned eight (53 per cent) of the 
questionnaires out of the 15 that were distributed. 
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TABLE 3.2 
 
RESPONSES ACCORDING TO ORGANISATIONS 
 
ORGANISATION RESPONSE 
FREQUENCY 
PERCENTAGE 
OF RESPONSES 
Buffalo City Municipality 53 53 % 
Consultants 2 2 % 
Johnson and Johnson 10 10 % 
Lear Automotive Interiors 8 8 % 
Mondipak 15 15 % 
Venture Otto South Africa 12 12 % 
TOTAL 100 100 % 
  
Source :  Results obtained from respondents’ analysis by  
  organisations 
 
CHART 3.2 
 
RESPONSES ACCORDING TO ORGANISATIONS 
 
Responses according to organisations
53%
2%10%
8%
15%
12% Buffalo City Municipality
Consultants
Johnson and Johnson
Lear Automotive Interiors
Mondipak
Venture Otto South Africa
 
 
Source :  Table 3.2 converted to a Pie Chart 
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3.7 ANALYSIS OF BIOGRAPHICAL INFORMATION 
 
 The respondents that participated in this project were employees from 
organisations in the Buffalo City Municipal area.  They included Buffalo 
City Municipality, Johnson and Johnson, Mondipak, Lear Automotive 
Interiors, human resource consultants and Venture Otto South Africa. 
 
 The biographical information was analysed according to the age, gender, 
qualification and position or designation of the respondent. 
Other information that was determined included whether they had been 
involved in a coaching session in the past three years, if they acted as a 
coach in their organisation and how many coachees they have coached. 
 
TABLE 3.3 
 
NUMBER OF RESPONSES ACCORDING TO AGE 
 
AGE NUMBER OF 
RESPONSES 
PERCENTAGE OF 
RESPONSES 
20-25 years 6 6 % 
26-35 years 32 32 % 
34-45 years 29 29 % 
46 + years 33 33 % 
TOTAL 100 100 % 
 
Source :  Results obtained from respondents’ analysis by age 
 
 The majority of respondents, as indicated by Table 3.3 were older than 
26 years of age.  This translates to 94 per cent of the respondents.  
This indicates that the majority of respondents may have been exposed 
to some form of either formal or informal coaching. 
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TABLE 3.4 
 
NUMBER OF RESPONSES ACCORDING TO GENDER 
 
GENDER NUMBER OF 
RESPONSES 
PERCENTAGE OF 
RESPONSES 
Male 67 67 % 
Female 33 33 % 
TOTAL 100 100 % 
 
 Source :  Results obtained from respondents’ analysis by gender 
 
 Table 3.4 indicates that the majority of respondents were males 
representing a total of 67 per cent, compared with the females who 
account for 33 per cent of the respondents.  This can possibly be 
attributed to there being more males found in the work environment 
compared to females. 
 
TABLE 3.5 
 
RESPONSES BY QUALIFICATIONS 
 
QUALIFICATION NUMBER OF 
RESPONSES 
PERCENTAGE OF 
RESPONDENTS 
High School 39 39 % 
Bachelor’s degree or diploma 39 39 % 
Honour degree or equivalent 15 15 % 
Master’s degree 7 7 % 
Doctorate 0 0 % 
TOTAL 100 100 % 
 
Source :  Results obtained from respondents’ analysis by  
  qualification 
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The majority of respondents (78 per cent) had completed high school or 
have completed a bachelor’s degree / diploma.   
 
TABLE 3.6 
 
RESPONSES FROM EMPLOYEES INVOLVED IN COACHING IN THE  
PAST THREE YEARS 
 
EMPLOYEES INVOLVED IN 
COACHING 
NUMBER OF 
RESPONSES 
PERCENTAGE OF 
RESPONDENTS 
Yes 54 54 % 
No 46 46 % 
TOTAL 100 100 % 
 
Source :  Results obtained from respondents’ analysis by being 
involved in coaching in the past three years 
 
The results in table 3.6 indicate that only half (54 per cent) of the 
employees had been involved in coaching in the past three years.  From 
the results it can possibility be inferred that coaching is not being widely 
practiced in organisations. 
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TABLE 3.7 
 
RESPONSES BY POSITION OF EMPLOYEES INVOLVED IN  
COACHING IN THE PAST THREE YEARS 
 
COMPANY SENIOR 
EMPLOYEES 
PERCENTAGE 
OF SENIOR 
EMPLOYEES 
JUNIOR 
EMPLOYEES 
PERCENTAGE 
OF JUNIOR 
EMPLOYEES 
Buffalo City 
Municipality 
17 44 % 8 53.33 % 
Consultants 2 5 % 0 0 % 
Johnson & 
Johnson 
7 18 % 2 13.33 % 
Lear 6 15 % 0 0 % 
Mondipak 2 5 % 5 33.33 % 
Venture SA 5 13 % 0 0 % 
TOTAL 39 100 % 15 100 % 
 
Source :  Results obtained from analysis of respondents’ by 
position of employees involved in coaching in the past 
three years 
 
The number of respondents who had been involved in coaching in the 
past three years was analysed according to their positions, namely 
senior and junior employees.  Junior employees included secretaries, 
operators, administration officers, trainees/assistants and general 
workers/labourers.  Senior employees included the various levels of 
managers found in the work environment. 
 
It was found that 39 (72 per cent) of senior employees and 15 (27 per 
cent) of junior employees had been involved in coaching in the past three 
years.  This reflects that more senior employees are being exposed to 
coaching compared to junior employees. 
 56 
TABLE 3.8 
 
RESPONSES FROM EMPLOYEES WHO ACT  
AS A COACH IN THEIR ORGANISATION 
 
EMPLOYEES WHO ACT AS A 
COACH 
NUMBER OF 
RESPONSES 
PERCENTAGE OF 
RESPONDENTS 
Yes 38 38 % 
No 62 62 % 
TOTAL 100 100 % 
 
Source :  Results obtained from respondents’ analysis by the 
number of employees who act as a coach in an 
organisation 
 
 The results from table 3.8 indicate that the majority of respondents 
62 per cent do not act as a coach, compared to 38 per cent who act as a 
coach in their organisation.   
 
3.8 CONCLUDING REMARKS 
 
 The aim of this chapter was to highlight the research methodology that 
was used during the study.  This involved discussing the research 
design, questionnaire design and carrying out the pilot study.  This was 
followed by analysing the response rate as well as an analysis of the 
biographic details of respondents in both tabular and chart form. 
 
 In the following chapter, an analysis and interpretation of the survey 
results will be provided.  The chapter will conclude with the development 
of a theoretical model for organisational coaching. 
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CHAPTER 4 
 
ANALYSIS AND INTERPRETATION OF RESULTS 
 
4.1 INTRODUCTION 
 
 In the previous chapter the research methodology was described and the 
biographical information of the respondents were analysed and 
interpreted.  An empirical study was conducted to assess the different 
coaching strategies in use in organisations.  This chapter will present the 
results of the empirical study.  The results are presented in a tabular 
format, these follow the same sequence as the questions in the survey 
questionnaire. 
 
 The responses on the coaching strategies used in organisations are 
analysed and interpreted.  This will be followed by a summary of the 
responses to the open-ended questions.  Finally, a seven-phase 
theoretical coaching model for organisations will be presented. 
 
4.2 DEFINE THE COACHING PROGRAMME REQUIREMENTS 
 
 Table 4.1 shows the responses to Phase One of the coaching model, 
which refers to defining the coaching programme requirements. 
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TABLE 4.1 
 
COACHING PROGRAMME REQUIREMENTS 
 
 
DEFINE THE COACHING PROGRAMME 
REQUIREMENTS 
 
N = 100 
Strongly 
agree/ 
Agree 
Uncertain Strongly 
disagree/
Disagree 
It is important to set measurable goals 
at the beginning of the coaching 
programme 
No 
% 
98 
98% 
0 
0% 
2 
2% 
It is necessary to estimate the cost of 
the coaching programme 
No 
% 
83 
83% 
9 
9% 
8 
8% 
The duration of the task needs to be 
determined 
No 
% 
91 
91% 
6 
6% 
3 
3% 
The resources required need to be 
specified 
No 
% 
96 
96% 
3 
3% 
1 
1% 
It is essential to secure the support of 
senior management of programme 
objectives  
No 
% 
94 
94% 
5 
5% 
1 
1% 
Staff to be informed about objectives of 
the coaching programme and 
strategies 
No 
% 
95 
95% 
3 
3% 
2 
2% 
 
Source :  Survey Questionnaire, Section B : Phase 1 
 
 Table 4.1 reveals that the majority (98 per cent) of respondents felt that it 
is important to set measurable goals at the beginning of the coaching 
programme; while others (91 per cent) agreed that it was necessary to 
determine the duration of the task. 
 
There appeared to be some doubt concerning the validity of it being 
necessary to estimate the cost of the coaching programme with nine per 
cent being uncertain and eight per cent not agreeing, with the majority 
agreeing at 88 per cent.  Clutterbuck and Megginson (2005:54) suggest 
that it is best for organisations to evaluate their options in terms of short 
and long-term costs and benefits.  This allows organisations to carryout 
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effective coaching programmes, by ensuring sufficient funds are 
available to cater for their needs. 
 
More than 95 per cent (96 per cent) of the respondents felt that the 
resources required need to be specified and 94 per cent of the 
respondents agreed that it was essential to secure the support of senior 
management of programme objectives. 
 
Minty and Bennett (2005:3) point out that each phase of the coaching 
programme commenced with a workshop to provide theory and skills 
practice.  The next step was to carry out an assignment designed to 
transfer learning and skills into the work environment through a parallel 
coaching process.  The external coaches coached the managers, who in 
turn coached their subordinates.  The objective of this approach was to 
provide support for and to reinforce new coaching abilities. 
 
The majority (95 per cent) of respondents were happy with staff being 
informed about the objectives of the coaching programme and strategies. 
 
4.3 OBTAIN INFORMATION ON THE ORGANISATION 
 
 Table 4.2 reflects the responses to Phase Two of the coaching model, 
which refers to obtaining information on the organisation. 
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TABLE 4.2 
 
OBTAINING INFORMATION ON THE ORGANISATION 
 
 
ACTIVITIES USED TO OBTAIN 
INFORMATION ON THE ORGANISATION 
 
N = 100 
Strongly 
agree/ 
Agree 
Uncertain Strongly 
disagree/ 
Disagree 
Coach conducts interviews with 
coachee 
No 
% 
95 
95% 
2 
2% 
3 
3% 
Coachees completes a coachee 
effectiveness profile 
No 
% 
80 
80% 
19 
19% 
1 
1% 
Coach carries out personal 
observations 
No 
% 
90 
90% 
5 
5% 
5 
5% 
Coach establishes coachee 
performance and development plans 
No 
% 
89 
89% 
7 
7% 
4 
4% 
Coach determines goals of the 
organisation 
No 
% 
71 
71%  
14 
14% 
15 
15% 
Coach obtains correspondence / 
reports on the organisations coaching 
policy 
No 
% 
91 
91% 
 
8 
8% 
 
1 
1% 
 
 
Source :  Survey Questionnaire, Section B : Phase 2 
 
Table 4.2 reveals that the majority of respondents are in agreement with 
the activities used to obtain information on the organisation.  The majority 
of respondents (95 per cent) felt that the coach should conduct 
interviews with the coachee and is responsible for carrying out personal 
observations within an organisation (90 per cent). 
 
There is a majority agreement (80 per cent) on whether the coachees 
should complete a coachee effectiveness profile, with several being 
uncertain (19 per cent) whether this should take place.  Minty and 
Bennett (2005:3) point out that the employee effectiveness profiles are 
used by managers to reflect employee’s levels of performance and their 
potential to develop.  Managers then evaluate the results of the profiles 
to determine if coaching could be used by any of their subordinates. 
 
An overwhelming majority of respondents (89 per cent) felt that a coach 
should establish a coachee’s performance and development plans; while 
others were uncertain (14 per cent) on whether the coach determines the 
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goals of the organisation, with 15 per cent disagreeing to this and only 71 
agreeing to this statement.   
 
Bagshaw (1997:166) argues that this can be eliminated by the alignment 
of coaching, where personal goals are aligned to the organisations 
objectives.  Nigro (2003:103) believes goal setting forms an important 
tenant of coaching as not only do employees need to work with goals, 
but so does the coach need to be guided by them.  Goals that are set 
need to be realistic and reachable, as well as aggressive and bold, but 
always attainable.   
 
The majority of the respondents (91 per cent) agreed that the coach 
needs to obtain correspondence and reports on the organisations 
coaching policy. 
 
4.4 ANALYSE INFORMATION 
 
 Table 4.3 shows the responses to Phase Three of the coaching model, 
which refers to the analysing of information gathered. 
 
TABLE 4.3 
 
ANALYSING OF INFORMATION GATHERED 
 
 
ANALYSING OF INFORMATION 
GATHERED 
 
N = 100 
Strongly 
agree/ 
Agree 
Uncertain Strongly 
disagree/ 
Disagree 
Coach analyses the coachee 
effectiveness profile 
No 
% 
91 
91% 
8 
8% 
1 
1% 
Coach determines if the coaching 
programme can be used by any of the 
coachees 
No 
% 
73 
73% 
14 
14% 
13 
13% 
Coach determines if the coachee 
meets expectations of the organisation 
No
% 
85 
85% 
4 
4% 
11 
11% 
Development needs of coachee are 
identified 
No 
% 
95 
95% 
5 
5% 
0 
0% 
Weaknesses and strengths are ranked No
% 
88 
88% 
6 
6% 
6 
6% 
 
Source :  Survey Questionnaire, Section B : Phase 3 
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Table 4.3 provides evidence of agreement for the activities related to 
analysing of information gathered.  The majority of respondents (91 per 
cent) felt that it is the role of the coach to analyse the coachee 
effectiveness profile.  Others (73 per cent) felt that the coach needs to 
determine if the coaching programme can be used by any of the 
coachees, with some being uncertain (14 per cent) and several 
disagreeing (13 per cent). 
 
 Minty and Bennett (2005:3) point out that a manager evaluates the 
results of the employee effectiveness profiles to determine if coaching 
could be used by any of their subordinates.  Coachees then become 
involved in the coaching programme. 
 
 The majority of respondents (85 per cent) agreed that the coach needs to 
determine if the coachee meets expectations of the organisation, while 
95 per cent of respondents indicated that the development needs of 
coachees need to be identified.   
 
 There was agreement with 88 per cent of the respondents 
acknowledging that weaknesses and strengths must be ranked. 
 
4.5 ISSUES TO BE ADDRESSED WHEN COACH / COACHEE MEET 
 
 Table 4.3 shows the responses to Phase Four of the coaching model, 
which refers to the issues to be addressed when the coach / coachee 
meet.  
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TABLE 4.4 
 
ISSUES TO BE ADDRESSED WHEN COACH / COACHEE MEET 
 
 
ISSUES TO BE ADDRESSED WHEN 
COACH / COACHEE MEET 
 
N = 100 
Strongly 
agree/ 
Agree 
Uncertain Strongly 
disagree/ 
Disagree 
The concept of coaching should be 
introduced by the coach 
No 
% 
86 
86% 
7 
7% 
7 
7% 
Coach to explain how coaching will 
take place 
No 
% 
92 
92% 
4 
4% 
4 
4% 
Results of the questionnaire are 
discussed with the coachee 
No 
% 
90 
90% 
8 
8% 
2 
2% 
The duties, responsibilities and 
standards required are outlined 
No 
% 
96 
96% 
3 
3% 
1 
1% 
Coachee to assess weaknesses and 
strengths 
No 
% 
80 
80% 
10 
10% 
10 
10% 
Coach to agree to weaknesses No 
% 
70 
70% 
20 
20% 
10 
10% 
Coach to establish coaching 
components with coachee 
No 
% 
91 
91% 
7 
7% 
2 
2% 
Coach sets performance expectations 
to be achieved 
No 
% 
89 
89% 
4 
4% 
7 
7% 
 
Source :  Survey Questionnaire, Section B : Phase 4 
 
 Table 4.4 reveals that the majority of respondents (86 per cent) felt that 
the concept of coaching should be introduced by the coach and 92 per 
cent agreed that the coach must explain how the coaching will take 
place. 
 
 The majority of respondents (90 per cent) felt that the results of the 
questionnaire should be discussed with the coachee, while others (96 
per cent) agreed that the duties, responsibilities and standards required 
must be outlined. 
 
 There appears to be some doubt concerning whether the coachee is to 
assess weaknesses and strengths with 10 per cent respectfully being 
uncertain and disagreeing and 80 per cent agreeing to this statement. 
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Bowerman and Collins (1999:291) suggests that coaching is also found 
to provide clients with an opportunity to see their blind spots, those 
aspects of themselves or their behaviour that are not visible to 
themselves, but which are visible to others.  As their clients become 
more aware of their blind spots, it opens up to a whole new horizon of 
possibilities for action. 
 
There was some uncertainty (20 per cent) and disagreement (10 per 
cent) with the coach agreeing to weaknesses, but the majority 70 per 
cent agreed to this statement. 
 
A majority of respondents (91 per cent) indicated that the coach was to 
establish coaching components with coachee, while 89 per cent felt that 
the coach was responsible for setting performance expectations to be 
achieved. 
 
4.6 IMPLEMENTATION OF A COACHING PLAN 
 
 Table 4.5 shows the responses to Phase Five of the coaching model, 
which refers to the activities involved in the implementation of a coaching 
programme. 
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TABLE 4.5 
 
IMPLEMENTATION OF A COACHING PROGRAMME 
 
 
IMPLEMENTATION OF A COACHING 
PROGRAMME 
 
N = 100 
Strongly 
agree/ 
Agree 
Uncertain Strongly 
disagree/ 
Disagree 
Coach and coachee establish a 
coaching contract 
No 
% 
71 
71% 
20 
20% 
9 
9% 
A minimum coaching programme is  
3 months 
No 
% 
39 
39% 
35 
35% 
26 
26% 
Coach and coachee to meet for a 30 
minute coaching session per duration 
No 
% 
51 
51% 
33 
33% 
16 
16% 
Coaching takes place on a regular basis No 
% 
93 
93% 
5 
5% 
2 
2% 
Coaching sessions are structured No 
% 
87 
87% 
7 
7% 
6 
6% 
Coaching sessions are individually 
tailored 
No 
% 
83 
83% 
12 
12% 
5 
5% 
Clear performance expectations are set No 
% 
97 
97% 
2 
2% 
1 
1% 
Skills required of coachee to carry out 
the tasks are established 
No 
% 
95 
95% 
3 
3% 
2 
2% 
Coach demonstrates task No 
% 
91 
91% 
1 
1% 
8 
8% 
Coachee performs the task No 
% 
88 
88% 
6 
6% 
6 
6% 
Immediate feedback provided on 
performance 
No 
% 
94 
94% 
5 
5% 
1 
1% 
A plan is formulated to overcome 
barriers 
No 
% 
95 
95% 
4 
4% 
1 
1% 
Source :  Survey Questionnaire, Section B : Phase 5 
 
Table 4.5 indicates that there is generally high agreement with the 
majority of aspects involved in implementing a coaching programme.   
 
However, there seems to be some doubt on whether a coach and 
coachee should establish a coaching contract, with 20 per cent being 
uncertain and nine per cent disagreeing.  The majority (71 per cent) 
agreed with the statement.   
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Thirty nine per cent of the respondents felt that a minimum coaching 
programme should be three months, while the majority (51 per cent) felt 
that the coach and coachee should meet for a 30 minute coaching 
session per duration.  This is of concern, as Parker (2006:1) suggests 
that a coach needs to commit to a coaching programme for a minimum of 
three to six months.  As the benefits of coaching build over time and for 
the coach to make the experience valuable, a shorter period is not 
recommended. 
 
Harvard Management Update (1999:3) further emphasises that coaching 
sessions should take between 30 – 45 minutes a week.  During that time 
the coach needs to check on employees to determine what they have 
done, since they last spoke and recommend steps that need to be taken 
next.  
 
More than ninety per cent (93 per cent) indicated that they agreed that 
coaching must take place on a regular basis, with 87 per cent 
acknowledging that coaching sessions are structured. 
 
The majority of respondents (83 per cent) were happy that coaching 
sessions are individually tailored, while 97 per cent agreed that it was 
important to set clear performance expectations.  A further 95 per cent 
agreed that coachees need to achieve the skills necessary to carry out 
the tasks. 
 
More than ninety per cent agreed (91 per cent) that the coach 
demonstrates the task, thereafter it was agreed (88 per cent) that the 
coachee performs the task. 
 
An overwhelming majority of respondents (94 per cent) felt that the 
coach needs to provide immediate feedback on performance.  
Swanepoel, et al., (2003:469) describes coaching as a way in which 
experienced managers can guide the actions of less experienced 
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managers to assist them in developing.  Coaching is also seen as a 
means of providing immediate feedback on performance. 
 
The respondents were in agreement (95 per cent) that a plan needs to 
be formulated to overcome barriers. 
 
4.7 MONITORING AND REVIEWING PERFORMANCE 
 
Table 4.6 shows the responses to Phase Six of the coaching model, 
which refers to the issues to be discussed when monitoring and 
reviewing performance. 
TABLE 4.6 
 
MONITORING AND REVIEWING PERFORMANCE 
 
 
ISSUES TO BE DISCUSSED WHEN 
MONITORING AND REVIEWING 
PERFORMANCE 
N = 100 
Strongly 
agree/ 
Agree 
Uncertain Strongly 
disagree/ 
Disagree 
Coach determines if the coachee is 
meeting the objectives set out 
No 
% 
99 
99% 
1 
1% 
0 
0% 
Progress to be reviewed quarterly No 
% 
76 
76% 
12 
12% 
12 
12% 
Coach provides feedback timeously No 
% 
100 
100% 
0 
0% 
0 
0% 
 
Source :   Survey Questionnaire, Section B : Phase 6 
 
In table 4.6 the majority of respondents (99 per cent) felt that the coach 
determines if the coachee is meeting the objectives set out.   
 
 Twelve per cent were uncertain and disagreed that progress is to be 
reviewed quarterly, but 76 per cent of the respondents agreed with this 
statement.  Berry (2005:1) believes that it is the duty of the coach to 
monitor the progress and to determine if the coachee is meeting the 
objectives set out.  The coach needs to question what has happened, if it 
is in line with what was required and what could have been done 
differently. 
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 All the respondents agreed (100 per cent) that the coach is responsible 
for providing feedback timeously. 
 
4.8 TERMINATION OF CONTRACT 
 
Table 4.7 shows the responses to Phase Seven of the coaching model, 
which refers to the issues to be discussed on completion of the project. 
 
TABLE 4.7 
 
COMPLETION OF THE CONTRACT 
 
 
ISSUES TO BE DISCUSSED ON 
COMPLETION OF THE CONTRACT 
 
N = 100 
Strongly 
agree/ 
Agree 
Uncertain Strongly 
disagree/ 
Disagree 
Assess outcome of employee 
effectiveness profile against objectives 
No 
% 
99 
99% 
1 
1% 
0 
0% 
Managers to evaluate the outcome of 
the coaching programme 
No 
% 
97 
97% 
2 
2% 
1 
1% 
Determine future coaching needs No 
% 
99 
99% 
1 
1% 
0 
0% 
 
Source :  Results obtained from respondents’ analysis 
 
In Table 4.7 the majority of respondents agreed (99 per cent) that the 
outcome the employee achieved, needs to be assessed in line with the 
employee effectiveness profile objectives set. 
 
More than ninety five per cent (97 per cent) agreed that the manager is 
responsible for evaluating the outcome of the coaching programme; 
while 99 per cent agreed that future coaching needs must be determined. 
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4.9 OTHER FINDINGS 
 
At the end of Section B of the questionnaire respondents where asked to 
furnish their feelings about coaching.  The following were the individual 
responses to the question : 
 
• Coaching requires dedicated managers that are not only 
concerned about themselves, but about the organisation and its 
future; 
• Important for evaluation and performance management; 
• Essential to maintain high standard of work; 
• Used to achieve organisations goals; 
• Coaching is extremely important to ensure that employees meet 
required standard and provide quality service; 
• Important to set clear objectives and targets from the onset; 
• Increases productivity and skills of workforce; 
• Requires the organisation to supply the necessary financial 
resources and time available to carry out the coaching; 
• Neglected management tool; 
• Highly valuable and in large organisations it is essential; 
• Coaching makes employees more effective and efficient; 
• Coachee must be comfortable with coaching and in need of 
coaching; 
• Coachee needs to be allowed a measure of freedom to grow and 
learn; 
• Necessary part of supervision; 
• Coaching needs to be hands on; 
• Prefer if the coach is from within the organisation; 
• Forms a critical part of management and leaders function; 
• Experienced coach transfers skills learnt to coachee; 
• Coaching is essential and a good idea; 
• Coaching should only take place when required;  
• Time consuming to maintain; 
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• Does not always take place in the work environment; 
• Coaching clearly defines the roles, responsibilities, expectations 
and support system for both parties; 
• It helps to develop trust and openness in employees; 
• Essential to explain reason for coaching and results of the job; 
• Requires the support of coach and coachee; 
• Definitely has positive results; 
• Powerful and underutilised in industry; 
• Coaching is a skill that will help people in the future;  and 
• Coaching should be proactive and practical. 
 
The above responses can be broadly grouped as follows : 
 
• Allows for the goals of the organisation to be achieved by 
proactively setting clear objectives and targets from the onset.  
It clearly defines the roles, responsibilities, expectations and 
support systems for both parties; 
• Essential to explain reason for coaching and results to be 
achieved.  Positive results can be gained with the support of 
coach and coachee; 
• Known to increase productivity and produce a higher standard of 
work; 
• Allows coachees the ability to improve their skills and grow; 
• Coach is preferred to come from within the organisation as skills 
transferred internally are beneficial;  and 
• Coaching should form an essential tool of any organisation. 
 
Respondents were also asked (end of Section B) to indicate if there was 
anything that they could add to be coaching programme discussed.  
The following were their individual responses : 
 
• Once a skill has been mastered there is no need to evaluate it 
ongoing and it is not necessary for a performance agreement; 
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• Human resource department is responsible for implementation of 
a coaching programme; 
• Important for coach and coachee to jointly agree on programme, 
objectives and targets; 
• Each coaching environment should be treated as unique; 
• Coaching must be introduced to everybody.  The outcome 
achieved needs to be communicated to all involved;  
• Resources and manpower need to be available before embarking 
on a coaching programme; 
• Coachee buy-in to the coaching programme to be established 
early and maintained throughout the programme otherwise 
coaching must be withdrawn; 
• Individual coaching sessions are recommended; 
• Review coaching progress on a daily / monthly basis to allow the 
coachee to pick-up any shortfalls quickly; 
• Coaching is seen to build confidence, stimulate people with 
potential and grow better leaders of the future; 
• Coach to be a people’s person in order to gain the results 
required;  and 
• Coaching is a way of getting an individual to realise and unlock 
their inherent potential. 
 
The above responses can be broadly grouped as follows : 
 
• It is important for the coach and coachee to jointly agree to the 
programme, objectives and targets; 
• Early buy-in from coachee is vital for the success of the coaching 
programme; 
• A coaching environment is unique; 
• Coaching needs to be introduced to everybody; 
• Resources and manpower must be available before embarking on 
a coaching programme; 
• Individual coaching sessions are recommended, with daily and 
monthly reviewing of progress; 
 72 
• Coaching is known to build confidence and grow better leaders;   
• Coach to be a people’s person in order to gain the results 
required;  and 
• Coaching allows individuals the ability to realise and unlock their 
inherent potential. 
 
4.10 THEORETICAL MODEL FOR ORGANISATIONAL COACHING 
 
A theoretical model for organisational coaching (refer Figure 2.3), which 
was developed and presented in chapter two was used as a basis for 
formulation of the questionnaire.  It was established from the findings of 
the questionnaire presented earlier in this chapter that there was a trend 
of agreement / strong agreement from the respondents.  In this section 
the proposed additions / alterations to the strategies and activities related 
to each phase of the model will be presented. 
 
4.10.1 Proposed additions / alterations to phases of organisational 
coaching model 
 
The seven phases of the organisational coaching model will be reviewed 
in terms of possible additions / alterations. 
 
• Phase 1 – Coaching programme requirements 
 
 No alterations / additions were proposed by the respondents. 
 
• Phase 2 – Obtain information on the organisation 
 
 Several respondents were uncertain (14 per cent) and disagreed 
(15 per cent) that the coach should determine the goals of the 
organisation.  From the responses it was established that this 
should be reworded to the ‘Coach and coachee jointly agree to the 
goals of the organisation’. 
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• Phase 3 – Analysing of information gathered 
 
 No alterations / additions were proposed by the respondents. 
 
• Phase 4 – Issues to be addressed when coach / coachee meet 
 
 No alterations / additions were proposed by the respondents. 
 
• Phase 5 – Implement coaching plan 
 
 A number of respondents were uncertain (20 per cent) and 
disagreed (nine per cent) that the coach and coachee should 
establish a coaching contract.  The term contract would apply to 
an external relationship between a coach and coachee.  This was 
reworded ‘coach and coachee establish a coaching agreement’. 
 
• Phase 6 – Monitor and review performance 
 
 Twelve per cent were uncertain and disagreed that the progress 
needed to be reviewed quarterly.  The respondents’ opinion was 
that it should be reworded to ‘progress to be reviewed daily and 
monthly’, thus allowing the coachee to pick-up on any shortfalls 
quickly. 
 
• Phase 7 – Termination of contract 
 
Several of the respondents disagreed with the term ‘contract’ 
earlier in the questionnaire survey.  Phase 7 heading has been 
reworded to ‘Termination of coaching period’. 
 
The abovementioned alternations / additions were used in the 
presentation of the seven-phase theoretical coaching model presented in 
Figure 4.1 below.  The details of each phase of the model are presented 
in Figure 4.2. 
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FIGURE 4.1 
 
SEVEN-PHASE THEORETICAL MODEL FOR ORGANISATIONAL 
COACHING 
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FIGURE 4.2 
 
DETAILS OF EACH PHASE OF THE SEVEN-PHASE THEORETICAL 
MODEL FOR ORGANISATIONAL COACHING 
 
PHASE 1 
Define the coaching plan 
The following are required to carry out a coaching programme : 
• Measurable goals need to be set; 
• Estimate the cost, duration and resources required;  
• Secure support of senior management to programme objectives;  and 
• Objectives and strategies of coaching programme to be relayed to 
employees. 
PHASE 2 
Obtain information on the organisation / coachee 
The following information is used to collect data on the organisation : 
• Coach conducts interviews with coachee; 
• Coachee completes a coachee effectiveness profile; 
• Coach carries out personal observations; 
• Coachee performance and developmental plans are established by the 
coach; 
• Coach and coachee determine the goals of the organisation;  and 
• Coach obtains correspondence / reports on the organisations coaching 
policy. 
PHASE 3 
Analyse information 
The evaluation of information attained takes places as follows : 
• Coachee effectiveness profile is analysed by the coach; 
• Coach determines if the coaching programme can be used by any of the 
coachees; 
• Coach determines if the coachee meets the expectations of the 
organisation; 
• Coach identifies the developmental needs of the coachee;  and 
• The coachee’s weakness and strengths are ranked. 
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FIGURE 4.2 
 
DETAILS OF EACH PHASE OF THE SEVEN-PHASE THEORETICAL 
MODEL FOR ORGANISATIONAL COACHING 
 
PHASE 4 
Coach / coachee meet 
The following issues need to addressed when the coach / coachee meet : 
• Concept of coaching to be introduced by the coach; 
• Coach to explain how coaching will take place; 
• Coach discusses the results of the questionnaire with the coachee; 
• Coach outlines duties, responsibilities and standards required; 
• Coachee assesses own weaknesses and strengths; 
• Coach agrees to coachees weaknesses; 
• Coach establishes coaching components with coachee; 
• Coach sets performance expectations to be achieved. 
PHASE 5 
Implement coaching plan 
The following aspects form part of a coaching plan : 
• Coach and coachee establish a coaching agreement; 
• A minimum coaching period is three months; 
• Coach and coachee meet for a 30 minute coaching session per duration; 
• Coaching takes place on a regular basis; 
• Coaching sessions are structured; 
• Coaching sessions are individually tailored; 
• Clear performance expectations are set; 
• Skills required of coachee to carry out the tasks are established; 
• Coach demonstrates the task; 
• Coachee performs the task; 
• Immediate feedback provided on performance; 
• Plan is formulated to overcome barriers. 
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FIGURE 4.2 
 
DETAILS OF EACH PHASE OF THE SEVEN-PHASE THEORETICAL 
MODEL FOR ORGANISATIONAL COACHING 
 
PHASE 6 
Monitor and review performance 
The following issues are to be discussed when monitoring and reviewing 
performance : 
• Coach determines if the coachee is meeting the objectives set out; 
• Progress is reviewed daily  / monthly; 
• Coach provides feedback on a regular basis.  
PHASE 7 
Termination of coaching period 
The following aspects are to be discussed at the completion of the coaching  
period : 
• Assess the outcome of the employee effectiveness profile against 
objectives set; 
• Managers to evaluate the outcome of the coaching programme; 
• Determine future coaching needs. 
 
4.11 CONCLUDING REMARKS 
 
 The purpose of this chapter was to present and analyse the research 
findings of the coaching questionnaire.  The results of the questionnaire 
were substantiated by information gathered in chapter two. 
 
 The respondents’ comments were summarised with a view of including 
them into the seven-phase coaching model for organisations.   
The revised seven-phase coaching model was presented in Figure 4.1.  
The details of each phase of the model were presented in Figure 4.2. 
 
 This resolved sub-problem three of the study, namely how can the 
results obtained from the resolutions of sub-problems 1 and 2 be 
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combined into a set of strategies, which can be used by organisations to 
effectively coach employees.  Therefore the objective of the study was 
achieved. 
 
 The final chapter presents a summary of the main findings and 
conclusions will be drawn based on the results of the empirical survey. 
This will be followed by recommendations on establishing effective 
coaching strategies for organisations. 
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CHAPTER 5 
 
SUMMARY, CONCLUSIONS AND RECOMMENDATIONS 
 
5.1 INTRODUCTION 
 
 The results of the research findings were presented in the previous 
chapter.  The findings were integrated with the findings of the literature 
survey, which examined strategies for coaching employees in the 
workplace.  In this final chapter, the main findings will be summarised 
and conclusions will be drawn based on the results of the empirical 
survey.  The problems that were experienced as well as limitations of the 
study will be highlighted.  Recommendations regarding the 
implementation of a coaching programme, as well as strategies for 
further research will be discussed. 
 
5.2 MAIN FINDINGS 
 
 After assessing the survey questionnaires the following main findings 
were established. 
 
5.2.1 Bibliographical information 
 
The following findings were established from the bibliographical 
information.  The researcher will address these in her recommendations. 
 
• The majority of the respondents (94 per cent) were older than 26 
years of age.   
• Two thirds (67 per cent) of the respondents were male and one 
third (33 per cent) were female.   
• Half (54 per cent) of the respondents had been involved in 
coaching in the past three years.   
• The employees involved in coaching related to 72 per cent senior 
employees, compared to 27 per cent junior employees.   
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• Only 38 per cent of the respondents act as a coach in their 
organisations compared to 62 per cent who do not. 
 
5.2.2 Survey questionnaire 
 
The majority of respondents agreed to the steps in the seven-phase 
theoretical coaching model presented in chapter four.  The model was 
developed from the theoretical and empirical research findings.   
 
However, several of the respondents suggested that some of the 
strategies or activities in the seven-phase coaching model needed to the 
altered or eliminated, and these will be discussed below.  The researcher 
will address these in her recommendations. 
 
• The respondents felt that it was not the role of the coach to 
determine the goals of the organisation, but it was a joint 
combination between the coach and coachee.  
• A number of respondents indicated that a coaching contract was 
not appropriate and this was reworded to ‘coach and coachee 
establish a coaching agreement’.   
• The respondents also disagreed with progress being reviewed 
quarterly as it was felt that this period was too long. This was 
revised to daily / monthly monitoring of progress.   
• Phase 7 was changed from ‘Termination of contract’ to the 
‘Termination of the coaching period’. 
 
5.2.3 Other findings 
 
In addition to the above theoretical coaching model, respondents were 
asked to furnish their feelings about coaching. 
 
• Coaching allows for the goals of the organisation to be achieved 
by proactively setting clear objectives and targets from the onset.  
It clearly defines the roles, responsibilities, expectations and 
support systems for both parties. 
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• Essential to explain reason for coaching and results to be 
achieved.  Positive results can be gained with the support of the 
coach and coachee. 
• Known to increase productivity and produce a higher standard of 
work. 
• Allows coachees the ability to improve their skills and grow. 
• Coach is preferred to come from within the organisation as skills 
transferred internally are beneficial. 
• Coaching should form an essential tool of any organisation. 
 
Respondents were then asked to indicate if there was anything that they 
could add to be coaching programme discussed.  This is a summary of 
their individual responses. 
 
• It is important for the coach and coachee to jointly agree to 
programme, objectives and targets. 
• Early buy-in from coachee is vital for the success of the coaching 
programme. 
• A coaching environment is unique. 
• Coaching needs to be introduced to everybody. 
• Resources and manpower must be available before embarking on 
a coaching programme. 
• Individual coaching sessions are recommended, with daily and 
monthly reviewing of progress. 
• Coaching is known to build confidence and grow better leaders.   
• Coach to be a people’s person in order to gain the results 
required. 
• Coaching allows individuals the ability to realise and unlock their 
inherent potential. 
 
5.3 PROBLEMS AND LIMITATIONS 
 
No major problems were experienced during the study.  However, 
several of the respondents approached were unaware of the meaning of 
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coaching.  Once this was explained by means of an example, all 
respondents were able to complete the survey questionnaire and no 
other further difficulties were encountered. 
 
A limitation of the research endeavour was that only a limited number of 
employees were able to participate in the study.  The study focused only 
on organisations in the Buffalo City Municipal area. 
 
5.4 RECOMMENDATIONS 
 
The objective of this study was to establish effective coaching strategies 
that can be utilised by organisations.  In order to achieve this objective it 
was necessary to adopt the following approach : 
 
• Firstly, a seven-phase theoretical coaching model was developed 
from the theoretical findings in chapter two.  The model serves as 
a basis for organisations wanting to introduce coaching 
programmes to allow employees to unlock their potential and 
maximise their performance; 
 
• Secondly, coaching strategies employed by organisations were 
assessed in terms of the theoretical model.  A questionnaire was 
used to establish whether respondents agreed / disagreed with 
the theoretical model;  and 
 
• Thirdly, a seven-phase theoretical model for organisational 
coaching presented in Figure 4.1 was developed.  The coaching 
model presents strategies that can be used by organisations to 
effectively coach their employees. 
 
The researcher believes that for coaching to work in an organisation it 
needs to make use of the following recommendations : 
 
• Firstly, it is imperative that top management get involved in the 
coaching process by attending a workshop on “coaching for 
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performance”.  The aim of the workshop is to transform the 
organisation by developing new ways of working with the help of 
coaches; 
 
• Secondly, management needs to identify a task force of ‘coach 
trainers’ from within the organisation.  It is best if the task force 
comprises of identified senior managers who have a particular 
interest in coaching and demonstrate an aptitude for people 
development.  If necessary make use of external coaches and 
retired senior management who have experience on how the 
organisation works; 
 
• Thirdly, match the profile of the coach with that of the needs of the 
individual;  and 
 
• Fourthly, coaching must be made available to both males and 
females at all levels in the organisation.   
 
5.5 OPPORTUNITIES FOR FURTHER RESEARCH 
 
Further investigation into the following areas is recommended : 
 
• The development of a coaching model that can be used by heads 
of department and managers for the integration of performance 
management in organisations;  and 
 
• The development of an assessment tool for measuring a coaching 
culture in organisations. 
 
5.6 CONCLUDING REMARKS 
 
 In this chapter the main findings were outlined from the survey 
undertaken.  It was established that more male employees compared to 
female employees are involved in coaching in organisations.  It was also 
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found that a significant number of employees involved in coaching were 
senior employees compared to junior employees. 
 
The majority of respondents agreed to the seven-phase theoretical 
coaching model, with only a few minor changes taking place.  
Other findings were summarised.  Problems encountered as well as 
limitations of the study were explained.  Opportunities for further 
research were outlined.  Finally, recommendations based on the 
research findings were made. 
 
 It was clear from the research findings that not all employees have been 
exposed to coaching in their organisations.  This can be attributed to the 
fact that managers believe that coaching should only take place when 
there is a problem.  Yet these managers fail to realise that by 
incorporating a coaching style into an organisation helps to retain and 
develop employees.  It also helps to minimise the unnecessary loss of 
employees who have experience, skills and wisdom that are valuable to 
the firm. 
 
Today, the reality of the global economy places enormous pressures on 
organisations to be increasingly competitive.  Organisations need to be 
flexible, able to grow and learn on a continuous basis.  Coaching needs 
to be seen as one of the tools that organisations can utilise to achieve 
there goals. 
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ANNEXURE 1 
 
22 June 2006 
 
 
QUESTIONNAIRE COVERING LETTER 
 
 
Dear Respondent 
 
ASSESSMENT OF COACHING STRATEGIES USED IN ORGANISATIONS 
 
 
Your assistance in completing and returning this questionnaire will be highly 
appreciated.  It should only take a few minutes of your time. 
 
In order to meet the requirements for the Masters Degree in Business 
Administration (MBA) at the Nelson Mandela University, I am currently 
conducting a survey on the coaching strategies used by organisations. 
 
Coaching can be defined as a highly personalised one-to-one personal 
development programme focussing on possibilities and potential.  It involves 
facilitating learning rather than teaching and enables coachees to unlock their 
potential and maximise their performance.  Coaching is also seen as an open-
ended process, which analyses the present situation, sets performance goals 
and implements a plan for obtaining the goal. 
 
It will be highly appreciated if you can complete this questionnaire and return it 
to me by 14 July 2006. 
 
Please indicate if you wish to receive a copy of the summary of the findings. 
 
Should you have any queries I can be contacted on (043) 7052883 or 
0839415317. 
 
Yours sincerely 
 
 
 
 
 
…………………………….  
Jean Dove 
Researcher 
 
 
Promoter : Professor D.M. Berry 
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ANNEXURE 2 
RESEARCH QUESTIONNAIRE 
 
SECTION A : DEMOGRAPHIC INFORMATION 
 
Please mark the appropriate box with an X 
 
1.  What is your age? 
 
 20 – 25 years (1) 
 26 – 35 years (2) 
 36 – 45 years (3) 
 46 + years (4) 
 
2. What is your gender? 
 
 Male (1) 
 Female (2) 
 
3. What is your highest qualification? 
 
 High School (1) 
 Bachelor’s degree or diploma (2) 
 Honour degree or equivalent (3) 
 Master’s degree (4) 
 Doctorate (5) 
 
4. What position do you hold? 
 
 
……………………………………………………………… 
 
 
5. Have you been involved in a coaching session in the past three years? 
 
 Yes (1) 
 No (2) 
 
6. Do you act as a coach in your organisation? 
 
 Yes (1) 
 No (2) 
 
 If yes; 
 
 How many years of coaching experience do you have?  (3) 
   
 How many coachees have you coached?  (4) 
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SECTION B : SEVEN-PHASE COACHING MODEL 
 
This section of the questionnaire is designed to assess the coaching strategies 
found in organisations.  Please indicate the degree to which you agree / 
disagree with the following statements by marking with an X in the appropriate 
box. 
 
PHASE 1 : DEFINE THE COACHING PROGRAMME 
 
Please indicate the degree to which you agree / disagree with each of the 
following statements related to defining the coaching programme requirements. 
 
 
(5) (4) (3) (2) (1) 
 
DEFINE THE COACHING PROGRAMME 
REQUIREMENTS 
St
ro
n
gl
y 
ag
re
e 
Ag
re
e 
Un
ce
rta
in
 
Di
sa
gr
e
e 
St
ro
n
gl
y 
di
sa
gr
e
e 
1.1 It is important to set measurable goals at the 
beginning of the coaching programme 
     
1.2 It is necessary to estimate the cost of the 
coaching programme 
     
1.3 The duration of the task needs to be 
determined 
     
1.4 The resources required need to be specified      
1.5 It is essential to secure the support of senior 
management of programme objectives  
     
1.6 Staff to be informed about objectives of the 
coaching programme and strategies 
     
 
PHASE 2 : OBTAIN INFORMATION ON THE ORGANISATION 
 
Please indicate the extent to which you agree / disagree that the following 
activities can be used to obtain information on the organisation. 
 
 
(5) (4) (3) (2) (1) 
 
ACTIVITIES USED TO OBTAIN INFORMATION 
ON THE ORGANISATION 
St
ro
n
gl
y 
ag
re
e 
Ag
re
e 
Un
ce
rta
in
 
Di
sa
gr
e
e
 
St
ro
n
gl
y 
di
sa
gr
e
e
 
2.1 Coach conducts interviews with coachee      
2.2 Coachees completes a coachee 
effectiveness profile 
     
2.3 Coach carries out personal observations      
2.4 Coach establishes coachee’s performance 
and development plans 
     
2.5 Coach determines goals of the organisation      
2.6 Coach obtains correspondence / reports on 
the organisations coaching policy 
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PHASE 3 : ANALYSE INFORMATION 
 
Please indicate the extent to which you agree / disagree with each of the 
following statements regarding the analysing of information gathered. 
 
 
(5) (4) (3) (2) (1) 
 
ANALYSING OF INFORMATION GATHERED 
St
ro
n
gl
y 
ag
re
e 
Ag
re
e
 
Un
ce
rta
in
 
Di
sa
gr
e
e 
St
ro
n
gl
y 
di
sa
gr
e
e 
3.1 Coach analyses the coachee effectiveness 
profile 
     
3.2 Coach determines if the coaching 
programme can be used by any of the 
coachees 
     
3.3 Coach determines if the coachee meets 
expectations of the organisation 
     
3.4 Development needs of coachee are identified      
3.5 Weaknesses and strengths are ranked      
 
PHASE 4 : COACH / COACHEE MEET 
 
Please indicate the extent to which you agree / disagree that the following 
issues should be addressed when the coach / coachee meet. 
 
 
(5) (4) (3) (2) (1) 
 
ISSUES TO BE ADDRESSED WHEN COACH / 
COACHEE MEET 
St
ro
n
gl
y 
ag
re
e 
Ag
re
e 
Un
ce
rta
in
 
Di
sa
gr
e
e
 
St
ro
n
gl
y 
di
sa
gr
e
e 
4.1 The concept of coaching should be 
introduced by the coach 
     
4.2 Coach to explain how coaching will take 
place 
     
4.3 Results of the questionnaire are discussed 
with the coachee 
     
4.4 The duties, responsibilities and standards 
required are outlined 
     
4.5 Coachee to assess weaknesses and 
strengths 
     
4.6 Coach to agree to weaknesses      
4.7 Coach to establish coaching components 
with coachee 
     
4.8 Coach sets performance expectations to be 
achieved 
     
 
 94 
PHASE 5 : IMPLEMENT COACHING PLAN 
 
Please indicate the extent to which you agree / disagree with each of the 
following statements regarding the implementation of a coaching programme. 
 
 
(5) (4) (3) (2) (1) 
 
IMPLEMENTATION OF A COACHING 
PROGRAMME 
St
ro
n
gl
y 
ag
re
e 
Ag
re
e
 
Un
ce
rta
in
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sa
gr
e
e 
St
ro
n
gl
y 
di
sa
gr
e
e 
5.1 Coach and coachee establish a coaching 
contract 
     
5.2 A minimum coaching programme is 3 
months 
     
5.3 Coach and coachee to meet for a 30 
minute coaching session per duration 
     
5.4 Coaching takes place on a regular basis      
5.5 Coaching sessions are structured      
5.6 Coaching sessions are individually tailored      
5.7 Clear performance expectations are set      
5.8 Skills required of coachee to carry out the 
tasks are established 
     
5.9 Coach demonstrates task      
5.10 Coachee performs the task      
5.11 Immediate feedback provided on 
performance 
     
5.12 A plan is formulated to overcome barriers      
 
PHASE 6 : MONITOR AND REVIEW PERFORMANCE 
 
Please indicate the extent to which you agree / disagree that the following 
issues should be discussed when monitoring and reviewing performance. 
 
 
(5) (4) (3) (2) (1) 
 
ISSUES TO BE DISCUSSED WHEN 
MONITORING AND REVIEWING 
PERFORMANCE St
ro
n
gl
y 
ag
re
e 
Ag
re
e 
Un
ce
rta
in
 
Di
sa
gr
e
e
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n
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y 
di
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gr
e
e 
6.1 Coach determines if the coachee is meeting 
the objectives set out 
     
6.2 Progress to be reviewed quarterly      
6.3 Coach provides feedback timeously      
 
 95 
PHASE 7 : TERMINATION OF CONTRACT 
 
Please indicate the extent to which you agree / disagree with the following 
issues to be discussed on completion of the contract. 
 
 
(5) (4) (3) (2) (1) 
 
ISSUES TO BE DISCUSSED ON COMPLETION 
OF THE CONTRACT 
St
ro
n
gl
y 
ag
re
e 
Ag
re
e
 
Un
ce
rta
in
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e
e 
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n
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y 
di
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e
e 
7.1 Assess outcome of employee effectiveness 
profile against objectives 
     
7.2 Managers to evaluate the outcome of the 
coaching programme 
     
7.3 Determine future coaching needs      
 
 
WHAT IS YOUR FEELING ABOUT COACHING? 
 
 
          (8) 
 
 
IS THERE ANYTHING THAT YOU CAN ADD TO THE ABOVE? 
 
 
          (9) 
 
           
 
 
 
 
 
 
THANK YOU FOR YOUR SUPPORT 
